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Welcome  to  TOU  104. 

We  hope  you'll  enjoy  your  study  of 

Tourism  Food  Sector. 


CTS  Strands  were  designed  to  stand  alone  or  be  integrated  with  other  strands  for  a customized 
course  of  studies  to  meet  student  needs.  Through  each  strand,  CTS  basic  competencies 
(knowledge,  skills,  and  attitudes)  will  be  identified  as  follows: 


Careers 


Careers:  identify  appropriate  career  Risk  Management:  recognize  and 
linkages  within  the  strand  being  follow  personal  and  environmental 

studied  safety  procedures 


Communication 


Communication:  effectively 
present  concise  written,  visual,  and 
oral  communications 


Task  Management:  demonstrate 
an  ability  to  locate  and  use  resources 
and  to  use  time  effectively 


Ethics:  identify  and  demonstrate 
appropriate  ethical  behaviour, 
consider  risks,  and  process  and  assess 
choices 


Teamwork:  work  towards  goals 
cooperatively,  collaboratively,  or 
independently  and  acknowledge  the 
opinions  of  others 


Innovation 


Innovation:  recognize 
opportunities/problems,  consider 
risks,  and  process  and  assess  choices 


Technology:  effectively  use 
technology  when  required 


Risk  Management 


These  basic  competencies  build  daily  living  skills  useful  in  a broad  range  of  future  endeavours 
and  careers. 


The  eight  icons  that  appear  here  indicate  to  both  students  and  facilitators  that  a basic 
competency  has  been  identified  in  the  activity  offered  to  the  students.  Not  all  of  the  icons 
appear  in  each  module. 


Resources  You  Will  Need 


In  order  to  complete  TOU  104  successfully  you  will  need  access  to  the  following  resources: 

• the  course  textbook,  Tourism  and  Travel:  Focus  Canada,  fourth  edition,  written  by 
Veronica  Timmons  and  published  by  Getaway  Publications  Inc.,  Vancouver 

• a notebook  or  binder  in  which  to  respond  to  the  questions  asked  in  this  Student  Module 
Booklet 

•a  VCR 

• the  following  videotapes: 

- Careers  Cafe,  produced  by  the  Canadian  Restaurant  and  Food  Services  Association 

- Buffet  Layout  and  Service,  produced  by  National  Educational  Media,  Inc.  and 
distributed  by  Omega  Films  Limited  (optional) 

- Cafeteria  Service,  produced  and  distributed  by  the  same  companies  as  Buffet  Layout 
and  Service  (optional) 

Note  that  you  may  be  required  as  part  of  this  course  to  do  outside  research  and  to  meet  with  business 
people  in  your  community. 

Visual  Cues 

In  addition  to  the  Career  and  Technology  basic  competencies  icons  described  earlier,  you  may  find  visual 
cues  throughout  the  Student  Module  Booklet  to  assist  you  in  your  studies.  Read  the  following 
explanations  to  discover  what  each  icon  prompts  you  to  do. 


View  a videocassette. 


Read  your  textbook. 


Access  the  Internet 
if  you  have  that  capability. 


Listen  to  an  audiocassette. 
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Quick — when  was  the  last  time  you  ate  in  a restaurant  of  any  kind?  If  you’re  like  most  Albertans, 
it  probably  wasn’t  long  ago.  Whether  you  ate  in  a school  cafeteria,  a snack  bar,  a hamburger 
joint,  a family  restaurant,  or  a fine-dining  establishment,  it  was  likely  just  a day  or  two  ago  that  you 
were  there. 


The  simple  fact  is  that  with  less  time  than  ever  before  to  prepare  meals  at  home,  more  and  more 
families  are  making  eating  out  a regular  part  of  their  lives;  and  the  result  is  that  the  restaurant 
business  is  booming.  Of  course  there  are  other  factors  involved  too — such  as  the  desire  for  novelty 
and  adventure.  If  you  live  in  a city,  you’ve  probably  noticed  all  the  new  types  of  restaurants  springing 
up — cappuccino  bars,  theatre  restaurants,  ethnic  restaurants  of  all  sorts,  floating  restaurants,  fast- 
food  outlets. 


The  entire  tourism  industry  has  grown  amazingly  in 
recent  years,  and  a major  part  of  that  industry  is  the  food 
and  beverage  sector — or  the  food-service  industry,  as  it’s 
sometimes  called.  And  because  of  that  growth,  there  are 
many  exciting  career  opportunities  to  explore  in  this  area. 
Tourism  is  now  Alberta’s  third-largest  industry, 
employing  over  100  000  people  and  generating  about 
$2.5  billion  a year.  If  you’re  looking  around  for  possible 
careers,  you  should  give  tourism’s  food  sector  a long, 
hard  stare. 

In  this  module,  you’ll  be  introduced  to  tourism’s  food 
sector.  You’ll  discover  food-service  procedures  and 
explore  the  operations  of  a food-service  business.  You’ll 
learn  about  food-service  careers,  and  you’ll  gain  basic 
service  skills  necessary  for  all  food  servers.  When  you’re 
finished,  you  should  have  a good  idea  as  to  whether  or  not 
the  food-service  industry  holds  a possible  career  in  store 
for  you. 
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Evaluation 


The  document  you  are  presently  reading  is  called  a Student  Module  Booklet.  It  will  show  you,  step 
by  step,  what  to  do  and  how  to  do  it. 

This  module,  Tourism  Food  Sector,  has  a value  of  one  credit.  It  is  made  up  of  three  sections.  Within 
each  section,  your  work  is  grouped  into  activities.  Within  the  activities  there  are  readings, 
explanations,  and  questions  for  you  to  work  through.  You  will  correct  these  activities  yourself  using 
the  Appendix  at  the  end  of  this  module.  The  suggested  answers  contained  in  the  Appendix  will 
provide  you  with  immediate  feedback  on  your  progress. 

Your  grading  in  this  module  is  based  upon  the  assignments  that  you  submit  for  evaluation  and  upon  a 
final  test.  You  must  complete  all  assignments.  In  this  module  you  are  expected  to  complete  three 
assignments,  one  after  each  section.  The  mark  distribution  is  as  follows: 


Strategies  for  Completing  a Module 

Organize  your  materials  and  work  area  before  you  begin:  Student  Module  Booklet,  textbook, 
workbook,  pens,  pencils,  and  so  on.  Make  sure  you  have  a quiet  area  in  which  to  work,  away  from 
distractions.  Set  up  your  time  schedule. 

Because  there  are  no  response  lines  provided  in  the  Student  Module  Booklet,  you’ll  need  a notebook 
or  lined  paper  to  respond  to  questions  and  complete  charts.  It’s  important  to  keep  your  lined  paper 
handy  as  you  work  through  the  material  and  to  keep  your  responses  together  in  a notebook  or  binder 
for  review  purposes  later. 

To  achieve  success  in  this  module,  be  sure  to  read  all  your  instructions  carefully  and  work  slowly 
and  systematically  through  the  material.  Remember,  it’s  the  work  you  do  in  this  Student  Module 
Booklet  that  will  prepare  you  for  your  assignments  and  final  test.  Try  to  set  realistic  goals  for 
yourself  each  day;  and  once  you’ve  set  them,  stick  to  them.  Submit  your  assignments  regularly,  and 
don’t  forget  to  review  your  work  before  handing  it  in.  Careful  work  habits  will  greatly  increase  your 
chances  for  success  in  Tourism  Studies. 


Section  1 
Section  2 
Section  3 


35  marks 
30  marks 
35  marks 


Total 


100  marks 


Good  luck! 
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Imagine  that  you’re  visiting  a major  Canadian  city  with  a group  of  friends.  You’re 
walking  down  the  street  trying  to  decide  where  to  eat.  You  want  to  choose  an 
establishment  that  will  accommodate  the  needs,  wants,  and  expectations  of  everyone  in 
the  group. 


Your  group  quickly  discovers  that  there  are  many  food  outlets  to  choose  from.  Some 
have  expensive,  formal  atmospheres  while  others  are  selling  food  through  take-out 
windows.  The  amount  of  economic  trade  occurring  right  before  your  eyes  is 
incredible;  you  notice  three  new  eating  establishments  being  constructed  in  one  block. 
The  food-service  industry  is  growing  and  expanding,  and  your  friends  begin  to  discuss 
the  exciting  employment  opportunities  in  the  tourism  food  sector. 


In  this  section  you’ll  investigate  issues  like  these.  When  finished,  you’ll  be  able  to 
recommend  suitable  types  of  food  establishments  to  meet  the  needs,  wants,  and 
expectations  of  a variety  of  visitors.  You’ll  also  be  able  to  explain  the  economic 
importance  and  impact  of  the  food  service  sector.  Finally,  you’ll  be  able  to  describe  the 
career  paths,  employment  opportunities,  and  educational  requirements  for  several 
food-service  positions. 


SECTION  1:  The  Food  Sector — An  Introduction 


ACTIVITY  I 


Food-Service 
Establ  ishments 


The  Eight  Sectors  of  the  Tourism  Industry 


v 

tourism:  an 

activity  in  which 
people  visit  places 
and  other  people 
outside  their  own 
communities 
(except  for  daily 
commuting) 

tourism 
industry:  the 

collection  of 
businesses  and 
organizations 
that  provide 
products  and 
services  for 
travellers 


What  do  you  think  of  when  you  hear  the  words 
tourism  or  the  tourism  industry?  Camping  in 
the  Rockies?  Dining  in  an  expensive 
restaurant  in  Paris?  Visiting  family  in 
Saskatchewan?  Enjoying  the  fun  and 
excitement  of  the  Calgary  Stampede? 


Tourism  means  many  things  to  many  people. 
In  fact,  tourism  is  Alberta’s  third-largest 
^ industry  and  one  of  the  fastest-growing 
industries  in  the  world.  Tourism  includes  just  about 
any  business  that  offers  services  to  people  who  are  travelling — places  to  stay, 
things  to  eat  and  drink,  attractions  to  watch,  recreational  activities  to  take  part  in. 


For  convenience’s  sake,  this  vast  industry  is  generally  divided  up  into  eight  distinct 
sectors.  These  sectors  are  known  as 


• events  and  conferences 

• transportation 

• attractions 

• food  and  beverage 


• travel  trade 

• adventure  and  recreation 

• tourism  services 

• accommodation 


For  a better  idea  of  the  sorts  of  businesses  these  eight  sectors  include,  turn  to  your 
textbook,  Tourism  and  Travel:  Focus  Canada  and  read  pages  12  and  13,  beginning 
with  the  heading  The  Eight  Tourism  Sectors.  Study  the  chart  on  page  13  in 
particular. 


As  you’ve  now  seen,  one  of  the  eight  sectors  of  the 
tourism  industry  is  what  your  text  calls  the  food-and- 
beverage  sector.  It’s  sometimes  known  simply  as  the 
food  sector.  This  is  the  part  of  the  industry  that’s 
made  up  of  such  establishments  as  restaurants, 
coffee  shops,  lounges,  cafeterias — in  fact,  any 
establishments  serving  food  that’s  ready  to  eat. 

It’s  this  food  sector  of  the  tourism  industry  that 
you’ll  be  learning  about  in  this  module. 
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Task  Manapenl 


1.  Before  going  any  farther,  there  are  two  things  you  should  take  the  time  to  do — 
or  start  doing — now.  The  first  of  these  tasks  will  enable  you  to  do  an  activity 
that  comes  later  in  the  module,  while  the  second  will  help  you  get  an  idea  of 
the  sorts  of  food-service  jobs  that  are  available. 

a.  Contact  the  following  postsecondary  institutions  requesting  information  on 
the  food-service  industry  courses  and  programs  they  offer.  You’ll  need  this 
information  to  complete  Activity  4 of  this  section. 


If  you  choose  to  contact  the  institutions  by  mail,  simply  write  a short  (one- 
or-two-sentence)  business  letter  asking  for  the  information.  If  you  have 
access  to  a computer,  you  can  create  a template  and  simply  insert  the 
correct  address  for  each  letter.  If  you’re  unsure  of  how  to  structure  a 
business  letter,  see  the  sample  that  follows  on  the  next  page. 

Save  the  information  you  receive  to  use  in  Activity  4.  After  that,  you  might 
want  to  keep  it  for  future  reference. 


• Keyano  College 
(Clearwater  Campus) 
8115  Franklin  Avenue 
Fort  McMurray,  AB 
T9H  2H7 

Tel:  (403)  791-4878 


• Northern  Alberta  Institute  of 
Technology 
11762-106  Street 
Edmonton,  AB 
T5G  2R1 

Tel:  (403)  471-8679 


• Red  Deer  College 
Box  5005 

Red  Deer,  AB 
T4N  5H5 

Tel:  (403)  342-3300 

• Alberta  Vocational  College 
(Calgary) 

332-6th  Avenue  S.E. 
Calgary,  AB 
T2G  4S6 

Tel:  (403)  297-3930 

• Alberta  Vocational  College 
(Lac  La  Biche) 

P.O.  Box  417 
Lac  La  Biche,  AB 
Tel:  (403)  623-5551 

• Alberta  Vocational  College 
(Lesser  Slave  Lake) 
General  Delivery 
Grouard,  AB 

TOG  ICO 

Tel:  (403)  751-3915 


• Southern  Alberta  Institute  of 
Technology 

Hospitality  Careers  Department 
1301-16  Avenue  N.W. 

Calgary,  AB 
T2M  0L4 

Tel:  (403)  284-8612 

• Fine  Art  Bartending  School 
Edmonton 

10509-81  Avenue  Room  33 
Edmonton,  AB 
T6E  1X7 

Tel:  (403)  439-7963 

• Edmonton  Public  Schools 
Continued  Education  Services 
10820-101  Street 
Edmonton,  AB 

T5H  3Z8 

Tel:  (403)  496-1100 
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Sample  Business  Letter 


Return  Address 
(Your  Address) 


Inside  Address 
(Person  receiving  _ 
the  letter) 


Salutation 


Complimentary 

Closing 


Signature 


Box  1492 
Midville,  AB 
XOX  0X0 
June  I I,  1996 


Mr.  Jacques  Letendre,  Registrar 
Canada  College 
1 2345  - 1 23  Street 
Large  Centre,  AB 
0X0  XOX 

Dear  Mr.  Letendre: 

This  is  the  correct  format  to  use  when  you  write  a letter  for  this 
module.  Please,  make  sure  that  you  follow  it  very  closely. 

Notice  that  the  return  address  is  followed  immediately  with  the  date. 
All  letters  must  be  dated.  Leave  four  or  five  spaces  between  the 
return  and  inside  address.  Leave  one  empty  line  before  the  salutation 
(Dear  . . .);  then  follow  the  salutation  with  a colon. 

If  you  don’t  know  the  name  of  the  individual  to  whom  you’re  writing, 
put  his  or  her  title  or  position  in  the  inside  address  if  possible.  Then, 
for  the  salutation,  write  “Dear  Sir  or  Madam:’’ 

Leave  one  empty  space  before  you  begin  the  body  of  the  letter. 
Paragraphs  are  not  indented.  Leave  one  blank  line  between  each 
paragraph. 

Before  the  complimentary  closing  (Sincerely,)  leave  one  more  blank 
line.  To  ensure  that  you  have  enough  room  to  sign  your  name,  leave 
four-to-six  spaces  between  the  complimentary  closing  and  your  name. 

Sincerely, 


Janice  Owen 


SECTION  1:  The  Food  Sector — An  Introduction 


b.  To  get  a better  feel  for  the  food-service  jobs  available,  get  into  the  habit  of 
looking  at  the  want  ads  and  careers  section  of  a big-city  daily  newspaper 
and,  if  applicable,  your  own  community  newspaper.  If  your  family  doesn’t 
subscribe,  try  your  local  library.  If  you  can,  start  cutting  out  and  collecting 
advertisements  for  jobs  that  look  interesting.  If  you’re  using  a library 
newspaper,  copy  out  or  photocopy  the  interesting  ads. 


Types  of  Food-Service  Establishments 

▼ 


food-service 

establishment: 

any  outlet  selling 
ready-to-eat  food 
to  the  public: 
restaurants, 
cafeterias,  snack 
bars,  and  so  on 


Food-service  establishments.  That  sounds  a bit  intimidating,  doesn’t  it?  But  it 
shouldn’t.  Food-service  establishments  (or  eating  establishments)  are  simply  any 
outlets  selling  ready-to-eat  food  to  the  public.  This  doesn’t  include  grocery  stores, 
but  it  does  include  food  services  within  a grocery  or  department  store.  There’s  a 
wide  variety  of  food-service  establishments  ranging  from  the  street  vender  selling 
hot  dogs  from  a cart  to  fine-dining  restaurants  offering  a wide  variety  of  foods  from 
around  the  world  prepared  with  flare  right  at  your  table. 


Of  course  most  food-service  establishments  are  what  are  generally  called 
restaurants.  Restaurants  can  be  classified  into  four  categories: 


• classical  fine-dining  restaurants 

• speciality-ethnic  restaurants 

• family  restaurants 

• fast-food  restaurants 


Turn  to  your  textbook,  Tourism  and  Travel:  Focus  Canada,  and  read  the  section 
beginning  on  the  top  of  page  171  titled  Types  of  Operations  and  continue  to  the 
bottom  of  page  173.  As  you  read,  note  the  following  for  each  restaurant  category: 

• locations  • typical  clientele 

• decor  • prices 

• menu  selection  • level  of  skills  required  for  employment 


SECTION  1:  The  Food  Sector— An  Introduction 
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2.  Following  is  a chart  for  information  on  classical  fine-dining  restaurants.  In 
your  workbook  construct  a chart  like  this  for  each  of  the  four  types  of 
restaurants;  then  fill  them  in  using  the  information  from  your  textbook  reading. 
If  necessary,  fill  in  gaps  from  your  own  experience. 


CLASSICAL  FINE-DINING  RESTAURANTS 


Location 

Typical  Clientele 

Decor 

Prices 

Menu  Selection 

Skill  Levels  of  Employees 

Special  Notes 

Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  I. 


Ownership  of  Restaurants 


It’s  important  to  realize  that  restaurants  can  also  be  categorized  by  ownership.  A 
restaurant  can  be 


• independently  owned 

• part  of  a chain 

• part  of  a franchise  operation 


An  independently  owned  restaurant  is  one  owned  by  an  individual  or  a group  of 
people,  but  it’s  not  part  of  a chain.  Although  independently  owned  establishments 
often  have  only  one  location,  they  aren’t  limited  to  one  location;  the  owners  can 
have  two  or  more  outlets.  Unfortunately,  the  success  rate  of  independently  owned 
food  service-outlets  is  very  low,  and  many  are  closed  within  five  years  of  opening 
their  doors.  Opening  up  a restaurant  on  your  own  and  making  a go  of  it  isn’t  easy; 
there’s  a lot  of  competition  out  there. 


SECTION  1:  The  Food  Sector— An  Introduction 


Chain  restaurants  are  parts  of  multi-unit  companies.  They  share  the  same  menu 
and  operating  procedures,  and  they  purchase  supplies  and  equipment  through  the 
parent  company.  Some  chains  will  transfer  staff  from  one  location  to  another.  This 
allows  staff  to  move  to  newer,  perhaps  better,  locations  as  they  gain  seniority;  and 
it  permits  the  company  to  place  experienced  staff  where  they’re  most  needed. 


franchise:  a 

business  that 
grants 

individuals  or 
groups  the  right 
to  sell  its  products 
or  services  in  a 
certain  area , 
generally  under 
strict  controls 


A franchise  is  a type  of  a chain.  However,  not  all 
chains  are  franchises.  The  franchise  company 
owns  the  rights  to  a specific  name  and  restaurant 
concept.  McDonald’s  is  a franchise,  and  judged 
in  terms  of  overall  sales,  it’s  the  most  successful 
restaurant  in  the  world.  If  you  go  to 
McDonald’s  restaurants,  you’ll  likely  have 
noticed  that  they  all  have  the  same  name, 
logo  (golden  arches),  menu,  paper 
products  (cups,  wrappers,  containers), 
building  styles,  and  promotional  schemes 
(such  as  plastic  toys) . All  these  things  are 
typical  characteristics  of  franchise 
operations.  The  individual  or  group  buying  the 
rights  of  a franchise  concept  keep  profits  made 
establishment,  but  pay  franchise  fees  to  the  parent  company. 

As  well,  the  person  or  group  must  keep  all  of  the  franchise  concept,  not  adding  or 
deleting  anything.  For  instance,  someone  operating  a McDonald’s  can’t  decide  to 
start  selling  Chinese  food  or  to  paint  the  restaurant  hot  pink.  This  doesn’t  allow 
for  creative  ideas,  but  it  does  let  people  take  advantage  of  the  franchise’s 
reputation  and  familiar  name. 


So  a franchise  is  sort  of  halfway  between 
an  independent  business  and  a chain? 


That’s  right.  Individual  people  or  groups  own  and  operate 
the  restaurant,  but  they  have  to  do  it  according  to  the  rules 
of  the  owner  of  the  franchise.  In  return,  they  get  the  benefit 
of  the  franchise’s  name  and  reputation.  They  often  get  trained 
in  running  the  restaurant  as  well. 
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3.  Construct  a chart  like  the  one  that 
follows  and  use  it  to  categorize 
restaurants  according  to  ownership 
type. 

• McDonald’s  (franchise) 

• Smitty’s  (varied  menu  and 
reasonable  prices; 
franchise) 

• Beauvert  Dining  Room 
(world-class  resort) 

• Uncle  Al’s  (locally  owned  family 
restaurant) 

• Chi-Chi’s  (Mexican  chain) 

• Harvey’s  (national  locations;  fast-food  restaurants  owned  by  a parent 
company) 

• Toga  (locally  owned  Greek  restaurant) 

• Baba’s  House  (Ukrainian  franchise) 

• Barney’s  Burger  Barn  (located  in  your  home  town) 

• Swiss  Chalet  (varied  menu  and  reasonable  prices;  owned  by  Harvey’s 
parent  company) 

• HY’s  Steak  House  (high  priced;  formal  service;  several  national  locations; 
not  a franchise) 


Classical 

Fine-Dining 

Specialty- 

Ethnic 

Family 

Fast  Food 

Independently 

Owned 

Franchise 

Chain 
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4.  Now  think  about  some  of  the  food  establishments  you  go  to  or  have  knowledge 
of  through  such  things  as  advertising,  TV  shows,  or  friends  and  family. 
Categorize  these  restaurants  according  to  ownership  and  type  in  a chart  like 
the  one  you  constructed  in  question  3. 

5.  What  type  of  restaurant  do  you  feel  most  comfortable  going  to?  Explain  why. 


Satisfying  Customers1  Needs 

Think  of  times  you’ve  gone  to  a restaurant  with  a group  of  friends.  Have  you  ever 
been  in  a situation  where  no  one  can  agree  what  to  order?  The  fact  is  that 
everyone  visiting  a restaurant  has  different  needs,  wants,  and  expectations. 


Some  of  your  friends,  for  example,  might  need  healthy,  low-fat  foods.  Students  on 
their  high  school  wrestling  team,  for  instance,  will  often  choose  to  eat  light  meals 
to  ensure  that  they  meet  the  weight  requirements  of  their  wrestling  category. 
Other  friends  might  need  alternative  foods  because  of  allergy  problems,  while  still 


probably  want  a good  menu  selection,  a youth-friendly  environment,  and  tasty  food 
that  will  satisfy  their  hunger. 

All  visitors  to  food  establishments  have  expectations  depending  on  the  type  of 
food-service  outlet  they’re  patronizing.  For  instance,  a family  visiting  a fast-food 
restaurant  wants  fast,  efficient,  and  friendly  service;  but  they  rarely  expect  flowers 
or  table  service.  By  contrast,  a young  couple  wishing  to  celebrate  their  second 
wedding  anniversary  at  a fine-dining  room  will  likely  expect  a leisurely 
atmosphere,  candlelight,  table  linens,  and  excellent  service.  In  short,  they’ll  want 
to  feel  romantic  and  be  treated  like  royalty.  It’s  probably  safe  to  say  that  all 
restaurant  guests  expect  clean,  well-kept  washroom  facilities  and  safe  food- 
handling techniques. 


others  need  low-priced  items  due  to  budget  limitations.  However,  all  your  friends 


f I 
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6.  Imagine  an  older  couple,  Louis  and  Claire,  celebrating  Claire’s  sixty-fifth 

birthday.  She’s  allergic  to  MSG  (a  food  preservative  and  flavour  enhancer)  and 
he  doesn’t  eat  red  meat.  Construct  a needs,  wants,  and  expectations  chart  like 
the  one  that  follows  and  fill  it  in.  Remember,  Louis  and  Claire  are  dining  at  a 
fine-food  restaurant! 


If  you’re  having  trouble,  think  of  needs  as  being  absolute  musts,  while  wants 
and  expectations  are  those  extra  touches  that  make  for  an  especially  enjoyable 
restaurant  experience. 


Needs 

Wants  and  Expectations 

Menu 

Facilities 

Location 

Parking 

Washrooms 

Decor 

Service 

Table  Setting 

Speed 

Feelings  as  a result 
of  the  meal 

Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  1. 
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Recommending  Suitable  Eating  Establishments 


Just  as  it’s  important  in  the  tourism  industry  to  be  able  to  identify  customers’ 
needs,  wants,  and  expectations,  it’s  also  important  to  be  able  to  recommend 
suitable  eating  establishments  accurately.  For  example,  if  you’re  working  at  the 
front  desk  of  a large  hotel,  guests  will  expect  that  you’ll  be  knowledgeable  about 
the  food-service  establishments  in  your  community. 

Imagine  that  you’re  working  at  the  front  desk  of  that 
large  hotel.  An  older  couple  asks  you  to  suggest  a nice 
place  to  eat.  After  asking  a few  questions,  you  find  they 
aren’t  celebrating  a special  occasion  of  any  sort;  they 
just  wish  to  eat  Canadian-style  food  in  comfortable, 
clean  surroundings.  You  suggest  two  spots — one  a 
family-chain  restaurant  with  a seniors  menu  and  the 
other  a family  restaurant  independently  owned.  Both 
are  clean,  quiet,  and  reasonably  priced,  and  both  offer 
efficient  service  and  a varied  menu.  You  don’t  suggest  the  deli 
down  the  street  because  of  the  loud  music  and  limited  sandwich  menu. 

You  also  don’t  suggest  the  Greek  restaurant  because  of  its  limited 
selection  of  Canadian  dishes  and  the  fine-dining  atmosphere  it  offers. 

7.  For  each  of  the  following  four  scenarios,  indicate  the  type  of  restaurant  you’d 
recommend.  Give  reasons  for  your  recommendations. 

a.  Two  young  men  travelling  from  Germany  are  looking  for  good  food  and 
some  entertainment. 

b.  A middle-aged  couple  from  out  of  province  are  travelling  with  two  teenage 
boys.  The  family  is  bored  with  eating  pizza,  hamburgers,  and  other  fast 
food.  The  parents  would  like  to  eat  ethnic  food  that  they’ve  never  tried 
before,  but  would  like  a wide  variety  for  the  boys  who  are  finicky  eaters. 

c.  A couple  in  their  early  thirties  would  like  to  celebrate  the  purchase  of  their 
new  home.  They  both  seem  very  excited  and  talk  about  celebrating  over 
dinner  and  a bottle  of  champagne.  You  notice  that  they’re  driving  a new 
luxury  car,  and  both  are  wearing  very  expensive  clothes. 

d.  A baseball  team  is  travelling  across  the  country  raising  money  for  spinal- 
cord  research.  The  team  manager  uses  a wheelchair.  They’re  concerned 
about  making  it  to  the  ball  diamond  in  time  for  their  game. 


Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  I. 


In  this  activity  you’ve  learned  to  classify  restaurants  according  to  type  and 
ownership.  You  should  now  also  be  able  to  identify  customers’  needs,  wants,  and 
expectations  and  match  these  to  suitable  eating  establishments.  In  the  next 
activity  you’ll  start  looking  at  the  food  sector  of  the  tourism  industry  from  an 
economic  point  of  view. 
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ACTIVITY  2 

The  Economic 
Importance  of  the  Food 

Sector 


This  module  began  by  asking  you  if  you  often  eat  away  from  home;  then  it  went  on 
to  say  that  if  you  do,  you  certainly  aren’t  alone.  The  food-service  industry  has 
grown  remarkably  in  the  last  three  decades,  as  the  diagram  above  illustrates.  In 
1963,  18  percent  of  food  consumed  in  Canada  was  purchased  from  food-service 
outlets  compared  with  36  percent  in  1991 — a doubling  in  a period  of  just  twenty- 
eight  years.  People  are  certainly  eating  out  more  than  they  used  to. 


Did  you  know  the  following  facts? 

• Thirteen  million  people  in  Canada  ate  out  last  week. 

• Food-and-beverage  sales  have  reached  $26  billion. 

• The  food-service  industry  is  Canada’s  largest  employer. 

▼ 

revenue:  Revenue  from  the  food  sector  is  expected  to  increase  up  to  and  beyond  the 

income;  money  year  2000.  The  food-service  industry  contributes  greatly  to  making  tourism 

brought  in  Canada’s  fifth-largest  industry  and  Alberta’s  third-largest.  Food-service  outlets  in 

hotels  contribute  approximately  a quarter  of  hotel  revenue.  With  the  dramatic 
increase  in  food-service  revenues,  food-service  establishments  will  continue  to 
contribute  to  the  economy  in  two  important  ways: 


• providing  jobs 

• earning  revenue 
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Here’s  a closer  look  at  how  this  works. 


People  earning  money  in  food  services  pay  taxes  and  buy  goods  and  services. 
This  pumps  money  into  the  general  economy  and  helps  to  keep  it  healthy.  The 
food-service  industry  is  the  largest  employer  in  Canada  and  will  continue  to  grow 
into  the  next  century,  providing  jobs  while  other  areas  of  employment  are  cutting 
back.  This  will  increase  the  importance  of  this  industry  in  the  Canadian  economy 
as  the  world  moves  into  the  new  millennium. 


Food-service  establishments  pay  employees,  support  building  and  other  trades, 
pay  taxes,  and  attract  visitors.  The  government  depends  on  privately  owned 
companies  to  earn  revenue,  pay  taxes,  provide  goods  and  services,  and  create 
jobs.  Without  jobs,  people  would  depend  on  the  government  for  support;  and 
without  taxes,  the  government  would  collapse. 

The  construction  of  new  food  outlets  employs  large  numbers  of  trades  workers. 
Builders,  plumbers,  electricians,  masons,  floor  layers,  landscapers,  and  interior 
designers  are  just  a few  of  the  tradespeople  commonly  hired  in  the  construction  of 
new  food-service  establishments.  Again,  these  people  pay  taxes  and  consume 
goods,  and  these  jobs  keep  people  employed  and  off  government  assistance. 

As  you  can  see,  the  food  sector  of  the  tourism  industry  creates  revenue  for  many 
more  people  than  just  those  directly  employed  as  cooks,  servers,  cleaners,  and  so 
on.  Construction  workers,  suppliers,  advertising  people — even  government  in  its 
collection  of  taxes — benefit  from  activity  in  the  industry. 


This  rippling  out  of  money  from  one  industry  into  the  economy  of  an  area  in 
general  is  sometimes  called  the  ripple  effect  or  the  multiplier  effect.  It’s  easy  to 
understand  if  you  think  of  the  way  water  ripples  out  from  a splash  when  a stone  is 
thrown  into  a pond.  So  too,  when  money  is  spent  in  a food-service  establishment, 
it  ripples  out  into  the  general  economy,  benefiting  many  people. 


To  get  an  idea  of  how  the  ripple  effect  works  in  the  tourism  industry  in  general, 
read  the  section  Indirect  Suppliers  on  page  14  of  your  textbook.  Study  the  diagram 
there  carefully.  Remember,  it  shows  all  eight  sectors  of  the  tourism  industry  at  the 
centre  of  the  ripples,  but  the  effect  holds  true  for  each  and  every  sector 
individually. 


r 


v 


- r 

I get  it.  I spend  money  in  a restaurant  and  that  money 
eventually  gets  paid  to  employees,  businesses  that  supply 
food,  cleaning  companies,  advertisers-even  the  companies 
that  print  menus  or  do  interior  decorating. 
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1.  Using  the  diagram  on  page  14  of  your  text  as  a model,  construct  a similar 
diagram  to  show  how  the  ripple  effect  can  work  for  the  food  sector  alone.  Use 
your  imagination. 

The  diagram  has  been  started  for  you  to  help  you  get  going. 


2.  Write  a short  essay  describing  how  you  think  tourism  revenue  would  be 

affected  if  half  of  the  restaurants  that  now  exist  suddenly  closed.  How  would  it 
affect  your  family  and  their  travel  habits?  How  would  it  affect  your  level  of 
travel  enjoyment?  How  would  it  affect  the  economy  in  your  community? 


Compare  your  answers  with  those  in  the  Appendix,  Section  I : Activity  2. 


As  you  can  see,  the  food  sector  of  the  tourism  industry  is  tremendously  important 
to  the  overall  Canadian  economy.  An  awful  lot  of  people,  either  directly  or 
indirectly,  rely  on  business  in  this  sector  for  income. 
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ACTIVITY  3 


Food-Service  Jobs 


The  Variety  of  Jobs  in  the  Industry 


As  you’ve  seen,  tourism’s  food  sector 
employs  a good  many  people  in  one 
way  or  another.  You’ve  likely  never 
taken  the  time  to  think  much  about 
this;  like  most  people,  you  probably 
just  take  it  for  granted.  No  doubt  you 
can  identify  a surprising  number  of 
different  jobs  in  the  food  sector  right 
off  the  top  of  your  head — restaurant 
owners  and  managers,  chefs  and 
cooks,  servers  (waiters  and 
waitresses),  clean-up  personnel,  and 
so  on. 

1.  Take  a few  minutes  to  do  some 
brainstorming.  List  all  the  jobs 
and  careers  you  can  think  of  in 
the  food  sector.  How  long  a list 
can  you  create? 


WESTFILE  INC. 


Compare  your  answer  with  the  one  in  the  Appendix,  Section  I : Activity  3. 


While  you  were  creating  your  list  of  jobs,  did  you  think  about  them  much?  If  you 
did,  you  probably  found  that  some  appeal  to  you  more  than  others.  If  you’re 
entertaining  any  thoughts  of  trying  a career  in  the  food  sector,  it’s  important  to 
have  some  idea  of  what  the  various  jobs  involve. 


entry-level 
jobs:  jobs 
requiring  no. 
background 
experience  and 
minimal  training 
and  skills 

A 


Many  of  the  food  service  entry-level  jobs  provide  opportunity  for  enthusiastic, 
hard-working,  dependable,  and  skilled  employees  to  move  up  to  better  positions. 
Many  people,  having  chosen  careers  in  the  food-service  industry,  find  their  jobs 
exciting,  challenging,  and  offering  opportunity  for  growth. 

2.  Obtain  a copy  of  the  Canadian  Restaurant  and  Food  Services  Association  video 
Careers  Cafe.  Construct  a form  like  the  one  that  follows  and  fill  it  out  as  you 
watch  the  video.  You’ll  likely  need  to  view  the  video  more  than  once.  The 
information  is  important  for  future  assignments. 
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Careers  Cafe 


Video  Response  Form 

a.  The  food-service  sector  employs  over Canadians. 

b.  In  1981  there  were  approximately Canadians  working  in 

food  service.  By  1995  it  is  estimated  there  will  be  over . 

c.  % of  the  Canadian  food  dollar  is  spent  outside  the  home. 

d.  Since  1982  food  service  sales  have  increased  by %. 

e.  Food  and  beverage  sales  have  reached  $ billion. 

f.  Food  service  employs  more  Canadians  than  these  industries  combined: 


g.  Food-service  career  occupations  include 


h.  The  food  service  industry  is  Canada’s job  creator. 

i.  Restaurant  owners  can  earn  up  to  $ . 
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3.  Having  watched  Careers  Cafe , answer  these  questions: 


a.  What  aspects  of  the  food-service  industry  appeal  to  you  most? 

b.  Which  jobs  in  food  service  appeal  to  you? 

4.  What  struck  you  most  about  the  food-service  industry  from  watching  the  video? 


Compare  your  answers  with  those  in  the  Appendix,  Section  i:  Activity  3. 


Career/job  Categories 

There  are  three  basic  career  categories  in  the  food-service  industry: 


• managers 

• production  personnel 

• service  personnel 


In  what  follows,  you’ll  be  taking  a brief  look  at  all  three. 

Managers 

There  are  three  basic  levels  of  managers: 


i 


catering  and 
sales  manager: 

a middle- 
management 
position  that 
involves 
'organizing  and 
overseeing 
functions  like 
weddings  and 
conventions  and 
doing 

Promotional  work 

A 


• top  management 

• middle  management 

• supervisors 

You’ll  be  looking  closely  at  three  sample  management  careers  in  the  food-service 
industry:  catering  and  sales  manager  (a  middle-management  position),  maitre  d’, 
and  banquet  captain  (both  supervisory  positions). 

Catering  and  Sales  Manager 

As  a middle  manager,  a catering  and  sales  manager  must  be  able 
to  communicate  well  with  top  and  supervisory  management, 
set  and  meet  goals  and  objectives,  and  supervise  staff. 

Read  Focus  on  Catering  and  Sales  Manager  on  page 
174  of  your  textbook.  While  you’re  reading,  you’ll 
notice  that  Nicole  MacKenzie  must  have  a variety  of 
communication,  business,  team,  organizational,  and 
creative  skills.  As  well,  she  must  know  her  property 
and  the  facilities  available  for  group  functions  and 
the  capabilities  of  the  production  and  serving  staff. 

Nicole  also  has  career  goals.  Using  the  experience 
and  expertise  she  gains  as  a catering  and  sales  manager  she  plans  to  move  up  to 
higher  management  positions. 
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maitre  d * 

(matt  re 
d’hotel):  a 

supervisory 
position  that 
involves 
organizing 
dining-room  staff 
and  maintaining 
high  standards  of 
service 

A 


Teamwork 


5.  a.  Using  the  information  from  your  reading,  give  examples  of  when  and  where 
Nicole  must  use  the  following  skills: 

1)  communication  skills 

2)  business  skills 

3)  team  skills 

4)  organizational  skills 

5)  creative  skills 

6)  knowledge  of  the  establishment 

b.  What  are  Nicole’s  career  plans? 

c.  What  are  Nicole’s  past,  current,  and  future  undertakings  and  plans? 


Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  3. 


Maitre  d’ 

The  maitre  d’  (or  maitre  d’hotel,  French  for  master 
of  the  hotel ) has  a very  visible  front-of-the-house 
supervisory  position.  Many  maitre  d’s  are  highly 
respected  by  customers  and  develop  repeat  business 
by  ensuring  that  the  dining  room  is  clean  and 
correctly  set,  reservations  are  orderly,  and  guests 
are  greeted,  seated,  and  served  appropriately. 

6.  For  further  information  on  the  position  of  maitre 
d’,  read  the  short  section  subtitled  Maitre 
d’Hotel  at  the  top  of  page  187  of  your  textbook. 

As  you  read,  consider  the  personal 
characteristics  that  are  likely  necessary  to  have 
if  one  is  to  be  a successful  maitre  d’,  and  list 
them  under  the  following  headings: 

a.  personal  appearance 

b.  personality  traits 

c.  skills  required 

7.  If  you  have  a study  partner,  role  play  a scene  in  which  one  of  you  is  the 
maitre  d’  of  a fine-dining  establishment  and  the  other  a customer.  The 
customer  can  dream  up  a variety  of  problem  situations  with  which  the  maitre  d’ 
must  deal  with  courtesy  and  diplomacy.  If  you  wish,  record  yourselves  on 
video-  or  audiotape. 

If  you’re  working  alone,  imagine  several  scenarios  of  this  sort.  Write  out 
scripts  for  each  one. 
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Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  3. 
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By  the  way,  you  can  pronounce  this  position  either  “maytra  dee” 
or  “ mayter  dee”.  The  former  is  a little  closer  to  the  original  French, 
so  it's  sometimes  considered  a bit  more  correct. 


Banquet  Captain 

In  some  establishments  banquet  captains  are  working  supervisors  who  take  the 
responsibility  for  a section  of  a large  banquet  room.  Small  banquets  don’t  require 
banquet  captains,  but  large  banquets  (with  over  two  hundred  people)  will  often 
utilize  banquet  captains  to  ensure  that  all  guests  are  served  and  that  special 
requests  are  met.  Many  hotels,  along  with  sports  facilities  and  convention 
facilities,  frequently  house  large  banquets.  The  Jasper  Park  Lodge  is  one  example 
of  a hotel  in  Alberta  with  banquet  and  ballroom  facilities  capable  of  seating  over 
five  hundred  people  in  one  sitting. 

In  other  establishments  banquet  captains  serve  a broader  role,  acting  as  assistants 
to  the  catering  manager. 

In  both  these  cases,  banquet  captains  require  experience  serving  large  groups  of 
people,  and  they  must  be  able  to  work  under  pressure  and  meet  tight  deadlines. 
From  the  position  of  banquet  captain,  an  individual  might  move  up  the  ladder  to 
become  first  or  assistant — and  then  a full-fledged — banquet  manager. 

8.  Read  the  short  section  subtitled  Banquet  Captain  at  the  top  of  page  187  of  your 
text.  When  you’ve  finished,  make  a chart  like  the  one  that  follows  and  list  the 
various  duties  and  responsibilities  of  a banquet  captain.  The  chart  has  been 
started  for  you. 


The  Banquet  Captain’s  Role  and  Responsibilities 


SSI 
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Production  Personnel 


Production  personnel  have  little  or  limited 
contact  with  customers  and  work 
primarily  in  the  kitchen  or  what’s 
called  the  “back  of  the  house.” 

You’ll  be  looking  closely  at  three 
production  careers  in  the  food- 
service  industry:  chef  (this  is  a 
production  management  position), 
chief  steward,  and  kitchen  helper 
(these  are  support  staff  for  the 
chef).  Of  course  the  number  of 
staff  and  specific  positions  depends 
on  the  size  of  the  business  in 
question.  A large  hotel  may  have  two 
or  three  people  in  each  position  while  one 
person  may  do  the  work  of  two  positions  in  a 
small,  independent  restaurant. 

There  are  a number  of  position  names  for  people  involved  in  food  production  in 
food-service  establishments.  There  are  cooks,  short-order  cooks,  chefs,  executive 
chefs,  banquet  chefs,  sous-chefs,  and  bakers.  Who’s  in  charge  of  what?  What’s 
the  difference  between  an  executive  chef  and  a sous-chef? 


▼ 


Often  in  large  kitchens  where  there  are  a number  of  food  preparers,  chefs  are 
designated  executive  chef  and/ or  sous-chef.  In  smaller  kitchens  only  one  chef  will 
be  on  duty,  supported  by  kitchen  helpers. 

Executive  Chef 


executive  chef: 

a highly  skilled 
production- 
management 
position  that 
involves 

supervising  other 
chefs  and  kitchen 
personnel  in  the 
preparation  and 
cooking  of  food 


Executive  chefs  may  or  may  not  be  involved  in  the  preparation  of  food.  They  plar 
menus,  ensure  food  quality,  estimate  food  requirements  and  costs,  and  supervise 
food-production  staff. 

To  get  an  idea  of  what  the  job  of  executive  chef  involves,  read  about  the  position  oi 
the  bottom  of  page  183  and  the  top  of  184  of  your  textbook.  Then,  read  Focus  on 
Canadian  Culinary  Institute-Chef  de  Cuisine  Program  on  page  180  of  your 
textbook.  This  passage  will  give  you  some  idea  of  what  it  takes  to  become  a first- 
rate  chef.  While  you  read,  pay  special  attention  to  career  requirements.  Pay  close 
attention  as  well  to  the  Taste  of  Canada  section,  and  try  to  think  up  your  own  ideas 
for  a mini  Taste  of  Canada.  Take  note  of  the  way  the  Taste  of  Canada  is  organized. 

9.  Now  respond  to  the  following  questions  about  the  Taste  of  Canada. 

a.  Who  can  compete  in  this  competition? 
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b.  What  three  limitations  must  participants  follow  when  preparing  their 
entries? 

c.  List  the  six  categories  included  in  the  competition. 

d.  What  happens  at  the  end  of  the  competition? 

e.  What  opportunities  are  available  for  participants? 


Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  3. 


V 

sous-chef:  a 

supervisory 

position 

(reporting  to  the 
executive  chef) 
that  involves 
overseeing  other 
cooks  and  kitchen 
staff 


i 

i 


Sous-Chef 

The  sous-chef  works  under  the  executive  chef  supervising  food  preparation  and 
garnishing,  portion  control,  and  other  kitchen  staff. 

To  learn  more  about  the  sous-chef,  read  the  section  subtitled  Sous-Chef  on 
page  184  of  your  textbook.  As  you  read,  consider  the  differences  and  similarities 
in  the  jobs  of  executive  chef  and  sous-chef. 

10.  Draw  two  work  webs,  one  with  executive  chef  in  the  centre  and  the  other  with 
sous-chef  in  the  centre.  In  each  web  indicate  pay  scale,  job  duties  and 
responsibilities,  educational  requirements,  and  any  other  details  that  will  help 
describe  or  define  that  job.  Add  to  the  web  as  required. 

The  first  web  has  been  started  for  you. 


Compare  your  webs  with  those  in  the  Appendix,  Section  i:  Activity  3. 
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Chief  Steward 


▼ 

chief  steward: 

a position  that 
involves  being 
responsible  for 
cleaning  and 
maintaining 
kitchen  utensils, 
cutlery,  glasses, 
and  dishes 

A 


▼ 

kitchen  helper: 

a position  that 
involves  cleaning 
the  kitchen  area 
and  helping  chefs 
and  cooks  prepare 
food 


The  chief  steward  (or  kitchen  steward)  is  responsible  for  cleaning  and 
maintaining  kitchen  appliances  and  utensils.  As  well,  the  stewarding  department 
(the  chief  steward  and  all  those  who  work  under  him  or  her)  is  responsible  for 
washing  all  cutlery,  glasses,  and  serving  dishes.  The  stewarding  department  must 
work  effectively  with  food-production  staff  and  front-of-the-house  service  staff — 
those  employees  dealing  directly  with  customers. 

Often  large  establishments  hosting  major  events  such  as  conventions,  weddings,  or 
special  promotions,  will  run  short  of  items  such  as  coffee  cups  or  water  glasses. 

When  this  happens,  the  stewarding  department  must  ensure  that  these  items  are 
washed,  dried,  and  stored  in  a minimal  amount  of  time. 

Ik 

The  chief  steward  is  responsible  for  scheduling  the  stewarding  staff  and  must  A* 
report  to  the  executive  chef.  ,tl' 

mt 


Kitchen  Helper 


Kitchen  helpers  help  chefs  prepare  food.  Often  kitchen  helpers  don’t  cook  food 
but  chop,  dice,  slice,  measure,  and  mix  foods  as  required  by  the  chef.  They  also 
assist  the  chef  by  keeping  food  preparation  areas  clean.  Kitchen  helpers  require 
basic  skills  in  food  preparation  and  a good  working  knowledge  of  industrial  kitchen 
equipment  and  operations. 
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Service  Personnel 


V 

hostlhostess:  a 

position  that 
involves 
welcoming  and 
\seating  guests 
and  ensuring 
they’re  properly 
looked  after 


ood-and - 
leverage  server 
waiter):  a 

ont-line  position 
hat  involves 
aking  orders  for 
'wd,  picking 
hem  up,  and 

rving  them 


All  service  personnel  have  a great  deal  of  contact  with  guests  and  perform  a wide 
variety  of  tasks.  You’ll  be  looking  closely  at  four  service  personnel  careers  in  the 
food-service  industry: 

• host/hostess 

• food  and  beverage  server 

• wine  steward 

• bus  person 

Host/Hostess 

In  some  establishments  the  job  of  host  or  hostess  is  considered  a supervisory 
position,  while  other  establishments  consider  this  job  as  primarily  a service 
position. 

11.  To  learn  more  about  what  a host/hostess  position  entails,  read  the  short 
section  in  your  textbook  subtitled  Host/Hostess  on  page  187.  Then  answer 
the  following  questions. 

a.  What  are  the  duties  of  the  host/hostess? 

b.  What  types  of  skills,  knowledge,  and  attitudes  would  be  useful  for  a host/ 
hostess  when  handling  complaints? 

c.  Your  text  tells  you  that  a host  or  hostess  needs  good  “people  skills.” 

1)  What  do  you  consider  good  people  skills  to  be? 

2)  Why  would  a host  or  hostess  require  skills  of  this  sort? 


Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  3. 


Food-and-Beverage  Server 


You  may  be  more  familiar  with  the  terms  waiter  ox  waitress  for  the 
position  of  food-and-beverage  server;  however,  the  terminology  has 
changed  over  recent  years  to  reflect  a movement  toward  nonsexist 
language.  Today  the  word  server  \ s preferred,  though  waiter  is  also 
acceptable,  applied  to  people  of  both  sexes. 

When  a server  works  in  a small  establishment,  he  or  she  may  be 
required  to  perform  the  duties  of  the  host/hostess,  busser,  and  wine 
steward.  In  an  average-sized  family  restaurant  the  server  may  be 
required  to  perform  serving  duties,  including  the  serving  of  all 
alcoholic  beverages.  Only  in  the  finest  restaurants  do  you  find  that  the 
wine-steward  position  is  filled  separately.  The  amount  of  skill  and 
knowledge  necessary  for  each  server  position  will  depend  on  the  type 
of  establishment  and  the  definition  of  the  position  to  be  filled. 
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Read  the  section  subtitled  Waiter/Wai tress  (Food  Server)  on  page  187  in  your 
textbook.  Then  respond  to  the  questions  that  follow. 

12.  Imagine  you’re  a food  server.  Suggest  a sentence  or  two  you  might  use  in 
each  of  the  following  situtations. 

a.  greeting  guests 

b.  presenting  the  menu 

c.  asking  for  the  guests’  drink  orders 

d.  asking  for  the  guests’  food  orders 

e.  asking  the  guests  if  they’d  like  dessert 

f.  presenting  the  check 

g.  taking  payment 


13.  Imagine  you’re  a server  in  a fine-dining  establishment.  A customer  has  left 
her  payment  at  the  table  and  is  leaving  the  restaurant.  As  you’re  picking  up 
the  payment,  you  notice  that  she’s  left  much  more  money  than  she  should 
have  to  cover  the  cost  of  her  meal  and  a generous  tip.  You  suspect  she’s  made 
a mistake.  What  would  you  do? 

14.  Highly  skilled  servers  are  in  short  supply.  Why  do  you  think  this  is  true? 


Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  3. 
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Wine  Steward 


▼ 

wine  steward: 

a position  that 
involves  knowing, 
recommending, 
presenting,  and 
serving  wines 

A 


bus  person 
busser):  an 

mtry-level 
Position  that 
Involves  cleaning 
ind  setting  tables 
2nd  helping 
servers 


Wine  stewards  are  usually  found  in  such  places  as  fine-dining  establishments, 
large  hotels,  and  cruise  ships.  Wine  stewards  are  expected  to  have  an  extensive 
knowledge  of  wines,  liqueurs,  and  spirits.  As  well,  wine  stewards  must  have  a 
good  command  of  the  language  of  wines  and  excellent  descriptive  skills.  Because 
the  purpose  of  drinking  with  a meal  should  be  to  complement  and  enhance  the 
food,  it’s  important  for  the  wine  steward  to  know  menu  items  to  be  able  to  suggest 
complementary  wines.  Although  wine  stewards  must  suggest  appropriate  wines, 
it’s  important  that  the  guests’  preferences  always  overrule  the  wine  steward’s 
suggestion. 

Read  the  brief  section  subtitled  Wine  Steward  on  page  188  in  your  textbook.  Note 
that  wine  stewards  have  other  responsibilities  above  and  beyond  knowledge.  Then 
respond  to  the  question  that  follows. 

15.  List  some  of  the  additional  responsibilities  of  the  wine  steward.  Can  you  think 
of  any  that  haven’t  been  mentioned  in  what  you’ve  read? 


Compare  your  answers  with  those  in  the  Appendix,  Section  i:  Activity  3. 


Bus  Person 

The  duties  of  the  bus  person  (or  busser  or  bus  attendant)  go  beyond  clearing  and 
setting  tables.  This  job  also  involves  assisting  servers  as  they  serve  their  guests. 

A bus  person  must  be  a member  of  a team,  often  working  side  by  side  with  others 
for  many  hours.  An  experienced,  efficient,  skilled,  and  cooperative  busser  can  be 
invaluable  to  a server.  This  is  an  entry-level  position  and  can  lead  to  employment 
as  a server. 

Read  the  sections  subtitled  Bus  Attendants  and  Busperson  on  page  187  and  188  of 
your  textbook.  As  you  read,  note  the  duties  of  a bus  person  and  answer  the 
questions  that  follow. 

16.  a.  What  are  the  duties  of  a bus  person? 

b.  What  characteristics  do  you  think  a bus  person  should  have? 

c.  What  skills  would  a bus  person  need? 


Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  3. 


In  this  activity  you’ve  looked  at  three  management,  three  production,  and  four 
service  positions  in  the  food-service  industry.  You’ve  considered  the  personal 
characteristics  and  skills  required  to  be  successful  in  a variety  of  jobs  and  have 
read  about  the  duties  involved  in  each  position.  Which  appealed  to  you  the  least? 
Which  did  you  like  the  most?  Do  you  wonder  what  career  potential  they  offer  or 
what  training  is  required  for  them?  The  next  activity  may  answer  some  of  your 
questions. 
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ACTIVITY  4 


Employment 

Opportunities 


WESTFILE  INC. 

Demand  for  Food-Service  Employees 


Careers 


If  you’re  discouraged  by  the  lack  of  job  openings  in  so  many  fields  these  days, 
you’ll  be  pleased  to  learn  that  the  demand  for  excellent  food-service  employees  is 
always  very  high.  On  any  given  day  browse  through  the  careers  or  help-wanted 
sections  of  a big-city  newspaper  and  you’ll  find  a variety  of  positions  advertised. 
Call  a hotel  or  restaurant  and  you’ll  likely  find  that  they’re  looking  for  good  people. 


There  are  many  sources  of  information  for  career  opportunities  in  the  food  sector: 
newspapers,  trade  magazines,  trade  associations,  employment  centres,  family  and 
friends,  course  instructors,  and  companies  in  the  industry. 

Certification  Standards 


I 


In  the  past,  many  of  the  food-sector  careers  required  little  or  no  formal  training. 
This  resulted  in  many  people  working  in  the  food  sector  being  labelled  as 
unskilled  workers.  All  training  was  completed  on  the  job,  thereby  creating  a work 
force  with  varying  degrees  of  proficiencies  but  with  the  same  job  titles. 
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To  rectify  this  situation,  certification  standards  have  recently  been  developed  in 
Alberta  by  the  Alberta  Tourism  Education  Council  in  partnership  with  industry 
These  certification  standards  will  provide  opportunities  for  workers  in  the  food 
sector  to  gain  official  credit  for  their  education  and  experience. 

These  certification  standards  are  important  for  both  employees  and  employers. 

The  standards  will  provide  guidance  for  companies  designing  training  programs; 
these  companies  will  be  able  to  direct  employees  to  obtain  certification  through 
the  council.  This  will  save  companies  thousands  of  dollars  because  now  they  won’t 
need  to  develop  their  own  certification  programs.  It  also  will  create  a work  force  of 
certified  professionals.  Employees  who  take  advantage  of  the  certification 
program  will  be  able  to  sell  themselves  as  certified  skilled  professionals  when 
seeking  other  employment  or  promotions. 

Currently  the  Alberta  Tourism  Education  Council  offers  certification  standards  for 
the  following  food-sector  careers: 

• maitre  d’ 

• food-and-beverage  server 

• bartender 

• beverage-services  manager 

• catering  manager 

For  more  information  on  the  ATEC  programs,  talk  with  your  school  career 
counsellor  or  contact  ATEC  in  Edmonton  at  (403)  422-0781. 

It’s  important  to  note  that  these  new  certification  standards  have  been  created  for 
food-service  careers  only  where  no  standards  existed  before.  For  example, 
certification  for  chefs  has  existed  for  many  years,  supported  by  post-secondary 
education  programs. 

Individual  companies  will  continue  to  offer  training  programs  without  certification 
for  interested  employees.  Often  these  training  programs  consist  of  on-the-job 
experience  under  the  guidance  of  an  experienced  employee  along  with  workshops 
or  off-site  seminars  operated  by  training  managers.  Training  and  experience 
gained  with  one  employer  is  often  considered  equal  to  certification  by  other 
employers. 

Turn  now  to  page  182  of  your  textbook  and  read 
Focus  On  Hostess.  As  you  read,  notice  the  job 
duties  that  Gabrielle  Fellini  must  perform;  then 
respond  to  the  questions  that  follow. 

1.  Which  of  Gabrielle’s  duties  would  require 
training? 


• host/hostess 

• kitchen  helper 

• line  cook 

• wine  steward 
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2.  Would  a certification  program  be  beneficial  for  a host/hostess  career?  Why  or 
why  not? 

3.  What  training  did  Gabrielle’s  company  supply? 

4.  a.  What  type  of  training  is  Gabrielle  seeking? 

b.  Should  she  ensure  that  the  course  results  in  certification?  Why  or  why  not? 


Compare  your  answers  with  those  in  the  Appendix,  Section  I : Activity  4. 


Further  Education  and  Training 

Although  secondary  schools  are  now  offering  extensive  courses  in  tourism 
education,  these  courses  usually  result  in  qualifying  students  for  entry-level  jobs 
only. 

There  are  two  routes  open  to  most  people  wishing  to  enter  food-sector  careers. 
One  is  a career-ladder  route  enabling  people  to  enter  at  the  lowest-level  position 
and,  through  experience  and  achievement,  climb  to  the  next  position.  The  other 
route  is  to  take  a post-secondary  educational  course  and  enter  career  positions 
with  a substantial  amount  of  knowledge  and  skills  and — it’s  to  be  hoped — with 
appropriate  attitudes. 


Career  ladders  have  served  the  food-sector  for  many  years.  There  are 
management  career  ladders,  production  career  ladders,  and  service  career 
ladders.  Here’s  an  example  of  a service  career  ladder: 


? 

jo! 
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in 
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i 
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An  example  of  a production  career  ladder  would  be  as  follows: 


A career  route  like  this  is  often  combined  with  a registered  apprenticeship 
program,  company-supplied  training  and  seminars,  off-site  short-term  courses, 
and/ or  self-study  courses. 


Every  year  there  are  more  educational  opportunities  in  the  tourism  field.  A wide 
range  of  courses  is  now  available  ranging  from  certification-granting  seminars  a 
few  days  long  to  degree-granting  university  courses  four  or  five  years  in  length. 


▼ 

job  shadowing: 

sticking  very 
closely  to  someone 
in  a particular 
job  for  a specified 
time  to  experience 
just  what  that  job 
involves 


You’ll  want  to  make  the  best  choice  possible  when  selecting  an  education  program. 
If  you  have  an  interest  in  a particular  area  in  the  food-service  industry,  try  to  gain 
some  experience  working  in  an  entry-level  job  by  obtaining  employment  or  by  job 
shadowing,  or  through  work  experience  and  career  preparation  programs  at 
school.  You  might  want  to  explore  three  or  four  areas  before  making  a choice. 

Of  course  in  making  decisions  like  these,  the  more  you  know  the  better.  Try 
reading  a variety  of  course  catalogues  from  a number  of  postsecondary  educational 
institutions.  These  are  easily  obtained  through  a career  counsellor’s  office,  your 
local  or  school  library,  your  tourism  studies  or  food  studies  teachers,  and  directly 
from  the  educational  institutions  involved. 


You  should  carefully  consider  the  suitability  of  any  program  in  which  you’re 
interested.  Are  the  educational  institution  and  its  graduates  highly  regarded  in  the 
industry?  If  you’re  not  sure,  call  large  food-service  chains  or  hotels  and  talk  to  the 
human-resources  manager  or  training  manager  about  the  institution  or  ask  them  to 
recommend  an  institution  themselves.  You  also  ought  to  consider  the  length,  cost, 
and  content  of  the  program.  You  might  not  want  to  commit  to  three  full  years  of 
education  but  feel  comfortable  with  a one-year  commitment. 
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Tuition  costs  vary,  and  you’ll  also  need  to  calculate  the  costs  of  living  away  from 
home,  transportation,  textbooks,  and  other  course  costs.  Do  you  want  a classroom- 
based  program  with  little  or  no  practical  experience,  or  would  you  prefer  a program 
combining  classroom  instruction  with  hands-on  experience?  Finally  you’ll  want  to 
know  if  the  program  results  in  certification,  a diploma  or  a degree. 


5.  At  the  beginning  of  Activity  1 of  this  section  you  were  asked  to  request  several 
postsecondary  institutions  for  information  on  their  food-service  industry 
programs.  Look  over  the  information  you  received.  Compare  two  programs  tha 
interest  you  by  constructing  a chart  like  the  one  that  follows  and  filling  it  in. 


A Two-Program  Comparison 


Name  of  institution 


Location 


Residence  facilities 


Name  of  institution 


Location 


Residence  facilities 


Type  of  position  prepared  for 


Type  of  position  prepared  for 


Type  of  study 


Duration 


Entrance  requirements 


Type  of  study 


Duration 


Entrance  requirements 
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Work  experience  Work  experience 


Tuition 


Tuition 


Books  and  supplies 


Books  and  supplies 


Residence  fees 


Residence  fees 


6.  Consider  the  two  programs.  Which  would  you  choose?  Explain  your  reasons. 
If  you  have  a study  partner,  compare  your  choices  and  discuss  your  reasons. 


Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Activity  4. 


These  final  activities  should  give  you  a start  in  your  career  quest.  Training, 
certification,  and  education  have,  in  recent  years,  raised  the  professional 
reputation  of  tourism’s  food  sector  in  Alberta  and  throughout  the  country. 


FOLLOW-UP  ACTIVITIES 


If  you  had  difficulties  understanding  the  concepts  in  the  activities,  do  the  Extra 
Help.  If  you  have  a clear  understanding  of  the  concepts,  do  the  Enrichment. 


Extra  Help 


In  Activity  1 you  learned  that  there  are  two  ways  to  classify  restaurants.  One  way 
is  by  type:  classical  fine-dining,  speciality-ethnic,  family,  and  fast-food  restaurants. 
The  other  way  is  by  ownership:  independent,  chain,  and  franchise  establishments. 
Each  restaurant  type  can  be  described  in  terms  of  such  things  as  location, 
clientele,  decor,  prices,  and  the  skills  of  its  employees. 

1.  Think  of  three  eating  establishments  in  your  community  that  you  know  very 
well.  If  you  aren’t  already  familiar  with  such  businesses,  select  three  and  visit 
them.  Now  describe  each  one  in  terms  of 

• type  or  category  • ownership  • staffing 
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Cammunicatian 


Something  else  you  looked  at  in  this  section  is  the 
variety  of  jobs  and  careers  available  in  the  food- 
service  industry.  Of  course  very  few  restaurants 
offer  all  the  positions  you’ve  looked  at,  but  by  now 
you  should  have  some  idea  of  the  career  paths 
available  to  enthusiastic,  hardworking  people  willing 
to  continue  learning  and  upgrading  in  their 
occupation. 

2.  At  the  beginning  of  this  section  you  were  asked 
to  start  collecting  interesting-looking  job  ads 
from  newspapers.  If  you’ve  been  able  to  do  this, 
by  now  you  should  have  a good  start  on  a 
collection.  Take  your  collection  and  make  a 
poster  display  of  the  advertisements,  classifying 
them  according  to  the  types  of  positions  offered. 

(If  you  have  a study  partner,  this  is  something 
you  can  work  on  together.)  What  strikes  you  about  the  variety  and  frequency 
of  the  openings  you’ve  discovered? 

This  section  also  looked  at  the  training  available  in  the  food-service  sector. 
Traditionally  people  went  into  entry-level  jobs  in  this  area  straight  out  of  school 
and  worked  their  way  up  the  career  ladder  by  on-the-job-experience  and  hard 
work.  Today,  while  these  methods  are  still  very  important,  there  are  a number 
of  programs  and  courses  available  that  can  give  people  in  the  industry 
professional  training  and  certification  before  they  begin  work  and  throughout 
their  careers. 

3.  Design  and  construct  a poster  advertising  the  importance  of  professionalism, 
certification,  career  ladders,  and/or  career  preparation  programs  in  the  food- 
service  sector  of  the  tourism  industry. 


Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Extra  Help. 


Enrichment 


Do  one  or  more  of  the  following. 

1.  Imagine  that  you’re  going  to  open  a restaurant  right  in  your  own  community. 
Now  respond  to  these  questions,  giving  reasons  for  each  response: 


• What  type  or  category  will  your  restaurant  be? 

• What  type  of  ownership  will  you  choose? 

• Where  will  you  locate  the  business? 

• What  sort  of  clientele  will  you  target? 

• What  level  of  knowledge,  skill,  and  education  will  your  employees  need? 
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2. 


Teamwork 


You’re  planning  a small  graduation  celebration  for  a friend. 
There  will  be  ten  to  twelve  people;  all  are  students  with  a small 
amount  of  money  allocated  for  eating  out.  However,  because 
several  of  the  guests  are  from  foreign  countries,  some  have 
food  allergies,  and  one  is  a vegetarian,  it’s  necessary  to  have  a 
wide  range  of  food.  It’s  important  that  everyone’s  needs, 
wants,  and  expectations  are  met  as  much  as  possible. 

a.  Choose  five  possible  restaurants  from  the  Yellow  Pages  of 
the  telephone  directory.  Explain  why  you  selected  each 
one.  If  you’re  working  with  a group,  have  each  student 
select  one  restaurant  and  justify  the  selection. 


Now  imagine  four  or  five  specific  needs  and  wants  of  your 
friends — an  allergy  to  dairy  products,  perhaps,  an  inability  to  eat  pork  on 
religious  grounds,  a refusal  to  eat  meat,  or  an  insistence  on  low-cal  cooking. 
(Use  your  imagination  here;  if  you’re  in  a group,  do  some  role  playing.) 


b.  Analyse  your  selected  restaurants  for  suitability.  How  much  can  you  learn 
simply  from  studying  the  advertisements? 

c.  Suggest  ways  of  learning  more  about  the  restaurants  to  see  if  they  can 
accommodate  your  friends. 

3.  If  you’re  studying  in  a classroom  situation,  do  a news  broadcast  based  on  ways 
in  which  the  economy  in  general  is  affected  by  the  tourism  food  sector. 


Segments  could  include 

• a demonstration  of  how  the  multiplier  (or  ripple)  effect  works  for  the 
sector 

• a fact-and-figure  presentation  about  growth  in  the  industry 

• an  interview  with  a college  graduate  who  can’t  find  work 

• an  interview  with  a recent  graduate  from  a food-sector  educational 
program  who  landed  a job  immediately  after  graduation 

• the  story  of  how  a town  was  devastated  by  the  closure  of  half  the 
restaurants 

• a restaurant  review 

• a report  on  the  “Culinary  Olympics” 

• interesting  food  facts 

The  show  could  include  advertisements  for  various  types  of  food  outlets. 

If  you  wish,  record  your  broadcast  on  videotape  or  audiotape. 
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4.  If  you  have  access  to  a computer  linked  to  the  Internet,  see  if  you  can  find  any 
information  on  careers  in  the  food-and-beverage  sector  of  the  tourism  industry. 
You  might  start  with  a search  for  “food  and  beverage”  or  “food  services”.  If 
you  want  to  look  for  actual  job  opportunities,  try  these  URLs  (active  when  this 
course  was  being  written) . 

• http://guide-p.infoseek.com/Titles?qt=job+searching&col=WW&sv=N#l 

• http://www.hospitalitynet.nl/job/home.htm 


Compare  your  answers  with  those  in  the  Appendix,  Section  I:  Enrichment. 


CONCLUSION 


PHOTO  SEARCH  LTD. 


In  this  section  you’ve  been  introduced  to  the  tourism  food  sector,  and  you  should 
have  gained  knowledge  about  a variety  of  food-service  outlets.  You  should  now  be 
able  to  classify  food-service  establishments  and  match  guests’  needs,  wants,  and 
expectations  to  suitable  types  of  outlets.  You  should  also  be  able  to  explain  the 
benefits  the  food-service  industry  brings  to  the  economy  in  general.  Finally, 
you’ve  learned  about  some  of  the  careers  available  in  the  food  sector  and  should  be 
able  to  describe  the  role  education  and  training  play  in  the  pursuit  of  those  careers. 


ASSIGNMENT 


Turn  to  your  Assignment  Booklet  and  do  the  assignment  for  Section  1. 
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Imagine  you’re  with  a group  of  friends  eating  in  a restaurant  to  celebrate  an  important 
occasion.  From  the  moment  you  arrive  you’re  disappointed.  The  host  is  curt,  the 
table  setting  poor,  and  the  food  selection  minimal.  Your  server  takes  forever  to  show 
up  and  provides  dreadful  service  throughout  the  meal. 

Your  group  agrees  that  service  should  be  much  better,  but  you  have  difficulty 
discussing  the  subject  in  detail.  You  decide  you  need  further  information  so  that  you 
can  write  a letter  of  complaint  pointing  out  precisely  where  this  restaurant  has  fallen 
short.  You  have  a mission! 


In  this  section  you’ll  get  this  sort  of  information.  You’ll  learn  to  list,  describe,  and 
recreate  techniques  and  standards  for  several  types  of  food  service.  By  the  end,  you 
should  be  able  to  identify  service  equipment  and  set  tables  for  breakfast,  lunch,  and  a 
variety  of  dinner  menus.  And  you’ll  begin  to  learn  basic  skills  necessary  to  serve  guests 
correctly  and  safely  throughout  a meal. 
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ACTIVITY  I 
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Five  Common  Types  of  2 
Foodservice  * 


Have  you  ever  entered  a food-service  establishment  you’ve  never  been  in  before 
and  found  yourself  a bit  confused  about  procedures?  Should  you  order  at  the 
counter,  or  should  you  sit  at  a table  and  wait?  Should  you  wait  at  the  counter  after 
ordering,  or  will  someone  call  a number  when  your  meal’s  ready?  Are  you  allowed 
to  go  to  the  buffet  more  than  once?  Do  you  pay  at  the  till,  or  will  a server  take 
your  payment? 
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Though  every  restaurant  has  its  own  procedures,  and  there  are  many  types  of 
service  used  in  food  outlets,  the  five  most  common  types  of  service  are 


• table  service 

• cafeteria  service 

• buffet  service 

• tray  service 

• fast-food  service 


The  type  of  restaurant  an  establishment  is  will  usually  determine  the  kind  of 
service  provided.  For  example,  a fine-dining  restaurant  will  never  use  cafeteria  or 
fast-food  service,  but  it  may  use  table  or  buffet  service.  Conversely,  a fast-food 
outlet  almost  always  uses  fast-food  service;  it  rarely  uses  any  other  type. 


What  follows  is  a discussion  of  each  of  the  five  common  types  of  service. 
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Table  Service 


▼ 

table  service:  a 

type  of  service  in 
which  guests  are 
! served  while 
seated  at  tables 

American 
service:  a type 
of  table  service  in 
which  food  items 
are  put  on  plates 
in  the  kitchen 
and  then  served 
to  guests 

Russian  service: 

a type  of  table 
service  in  which 
food  items  are 
presented  to 
quests  on  trays 
and  selected  items 
are  then 

transferred  to  the 
quests’  plates 

French  service: 

a type  of  table 
service  in  which 
food  items  are 
prepared  at  the 
guests’  table 

flambe:  douse 
with  a liquor  such 
as  brandy  and  set 
on  fire 


There  are  four  basic  types  of  table  service  used  in  restaurants: 

• American 

• Russian 

• French 

• English 

While  most  restaurants  use  strictly  American  service,  many  establishments 
combine  elements  of  American,  French,  Russian,  and  English  service  to  create 
their  own  unique  style. 

American  service  is  a fast,  economical  type  of  table  service.  With  this  system,  all 
food  items  are  prepared  and  garnished  on  individual  plates  in  the  kitchen  and  then 
taken  out  and  placed  in  front  of  the  guest. 

Russian  service,  sometimes  called  silver  service,  is  more  elegant  than  American, 
but  less  showy  than  French  service.  According  to  this  approach,  food  items  are 
prepared  and  arranged  elaborately  on  silver  platters  in  the  kitchen.  The  trays  of 
food  are  then  presented  to  guests.  Servers  transfer  the  guests’  selections  to  their 
plates. 

French  service  is  very  elegant  and  labour-intensive.  Food  items  are  partially 
prepared  in  the  kitchen  when  French  service  is  used  and  then  heated,  mixed,  or 
flambeed  and  garnished  at  the  guests’  table.  This  often  involves  a great  deal  of 
showmanship.  Dishes  commonly  prepared  in  this  manner  are  flaming  desserts 
(such  as  cherries  jubilee  or  dessert  crepes),  salads  (such  as  Caesar  salad)  and 
meat  dishes  (like  pepper  steak) . 


I never  could  understand  that  flambe  stuff.  I mean,  you  spend  all 
this  money  on  expensive  food  and  brandy  and  they  set  it  on  fire! 


Yeah.  I wonder  if  restaurants  that  dc 
a lot  have  trouble  getting  insurance. 
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V 

English  service: 

a type  of  table 
service  in  which 
bowls  and  platters 
are  placed  on  the 
table  and  passed 
around  by  the 
guests 

family  service: 

English  service 


▼ 

cafeteria 
service:  a type 
of  service  in 
which  customers 
serve  themselves 
from  a counter, 
put  their 
selections  on 
trays,  pay  for  the 
items,  and  carry 
them  to  a table 

A 


English  service,  also  called  family  service,  is  similar  to  the  type  of  service  you 
might  use  at  home.  Here,  food  is  placed  on  the  table  in  bowls,  platters,  or  baskets. 
The  servers  place  the  food  on  the  table,  and  guests  pass  it  around.  Each  guest 
selects  the  amount  and  type  of  food  he  or  she  prefers.  This  type  of  service  is 
sometimes  used  on  holidays,  for  family-themed  functions,  and  for  large  banquets. 


1. 


You  are  to  plan  a demonstration  for  a group  of  new  employees,  teaching  them 
the  difference  between  American,  Russian,  French,  and  English  service.  Your 
supervisor  has  asked  you  to  combine  your  demonstration  with  a coffee  break 
where  doughnuts  are  to  be  served. 


Explain  how  you’ll  demonstrate  each  of  American,  Russian,  French,  and 
English  service  using  doughnuts.  The  first  one — American  service — has  been 
done  to  serve  as  an  example. 


To  demonstrate  American  service  asinfp  do  op, knots t f dp  dace  tke  don 
p dates  in  tke  Tit c ken  and sertre  tkem  to  indiv-idoad empdocpees/poests , 


on 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  I 


Cafeteria  Service 


Cafeterias  are  often  located  in  institutions 
such  as  schools,  hospitals,  and  military 
bases;  and  it’s  here  that  cafeteria  service 
is  used.  In  the  tourism  sector  cafeterias 
are  frequently  located  in  travel  terminals 
such  as  airports,  bus  depots,  train  stations, 
and  subway  stations  and  on  board  ferries. 

Cafeterias  are  also  found  in  department 
stores  and  in  large  business  settings.  In  a 
typical  cafeteria,  customers  select  food 
items,  place  them  on  a tray,  pay  a cashier, 
and  carry  their  tray  to  a table.  Food 
selections  regularly  include  drinks  in 
bottles  or  cartons,  pre-made  sandwiches, 
single  bowls  of  salads,  fresh  fruit  or  fruit  salad,  pre-made  cold  or  vegetable  plates, 
pre-cut  and  pre-plated  desserts,  and  pudding  cups.  As  well  many  cafeterias  offer 
hot  food.  Often  there’s  no  menu  in  a cafeteria;  the  patrons  rely  on  the  “what  you 
see  is  what  you  get”  approach  to  make  choices.  If  there  is  a menu,  it’s  often  just 
posted  on  a display  board  behind  the  counter. 


Often  the  only  contact  customers  in  a cafeteria  have  with  employees  is  at  a hot- 
serve  station  (where  prepared  hot  foods  are  served  up  for  guests)  and  at  the  cash 
register  where  a cashier  takes  payment.  Tables  are  often  booth  style  and  are  free 
of  linens.  The  only  employees  working  in  the  eating  area  are  bus  people  clearing 
and  wiping  tables. 
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Cafeterias  are  suitable  for  operations  that  experience  rushes  of  large  numbers  of 
people  at  different  periods  throughout  the  day  and  often  night.  They  require  less 
staff  than  other  styles  of  service  and  can  accommodate  large  numbers  of  people 
without  great  effort.  Cafeterias  located  in  travel  terminals  can  easily  predict 
numbers  of  people  likely  to  patronize  the  establishment  on  any  given  day  and  time 
and  can  coordinate  their  staff  schedules  with  airline  or  bus  schedules. 


▼ 

buffet  service: 

a type  of  service 
in  which 
\customers  select 
\their food  from 
li terns  arranged 
on  tables  and 
\carry  it  to  their 
\own  table 


Buffet  Service 

Buffet  service  requires  guests  to  serve  their  own  food  from  a buffet  table 
displaying  food  items  in  bowls,  on  platters,  and  in  hot  food-holding  trays  (steam 
tables  or  chafing  dishes).  A buffet  can  consist  of  a small  number  of  items 
displayed  simply  on  a table  or  a large  number  of  items  elaborately  displayed  on 
several  tables  or  other  suitable  platforms.  Care  must  be  taken  to  keep  hot  foods 
hot  and  cold  foods  cold  at  a buffet.  This  will  ensure  that  guests  enjoy  the  meal, 
and  it  prevents  dangerous  bacteria  from  multiplying  and  causing  food  poisoning. 


chafing  dish:  a 

pan  used  to  keep 
food  hot  at  the 
table  or  counter 

modified- 
deluxe  buffet 
service:  a type 
of  buffet  service 
in  which  there  is 
\beverage-table 
service  but 
everything  else  is 
self-serve 


There  are  three  types  of  buffets: 

• buffet 

• modified-deluxe  buffet 

• deluxe  buffet 

Buffet 

The  simple  buffet  requires  guests  to  serve  their  own  food  and  drinks.  The  only 
service  staff  available  is  a bus  person. 

Modified-Deluxe  Buffet 


tleluxe  buffet 
ervice:  a type 
of  buffet  service 
in  which  guests 
are  served 
everything  but  the 
main  course, 
which  they  serve 
themselves  from 
the  buffet  tables 


Modified-deluxe  buffet  service  incorporates  beverage-table  service  with  a self- 
serve  buffet  for  food  items;  in  other  words,  someone  serves  you  your  drinks  but 
you  help  yourself  to  the  food.  Some  restaurants  combine  the  service  of  the 
modified-deluxe  buffet  with  French  service.  In  this  case  foods  such  as  omelettes 
and  crepes  are  prepared  at  the  buffet  table  as  guests  watch. 

Deluxe  Buffet 


With  deluxe  buffet  service,  the  guest  is  served  beverages  and  everything  else 
but  not  the  main  course.  This  is  selected  by  guests  at  an  elaborate  buffet  table. 

Tray  Service 

Tray  service  involves  putting  the  food  on  or  in  suitable  serving  dishes,  placing  the 
dishes  on  trays,  and  then  delivering  the  trays  to  the  guests.  This  type  of  service  is 
common  in  hospitals  and  on  airplanes  and  trains.  Room  service  at  hotels  could 
also  be  classified  as  tray  service. 


tray  service:  a 

type  of  service  in 
which  food  is 
delivered  to  guests 
in  dishes  placed 
on  trays 

A 


SECTION  2:  Food-Service  Procedures 


41 


▼ 

fast- food 
service:  a type 
of  service  in 
which  customers 
either  order  from 
a wall-mounted 
menu,  pay  the 
cashier,  and  carry 
the  food  on  trays 
to  their  tables  or 
buy  their  food  at 
drive-through 
windows 


Fast-Food  Service 

Fast-food  service  involves  customers  ordering  from  a limited  wall-mounted 
menu,  and  waiting  as  the  server/cashier  assembles  the  order  on  a tray.  Then  they 
pay  for  the  food  and  find  a table.  Fast-food  service  can  also  involve  drive-through 
windows  where  customers  order  their  meal  from  a speaker  station.  The  order  is 
then  bagged  and  presented  to  the  customer  at  the  take-out  window. 

Some  fast-food  outlets  use  a number  system.  The  number  system  allows  for 
customers  to  wait  for  food  while  it’s  being  prepared.  When  the  food  is  ready,  a 
number  is  called  out  over  a public-address  system  and  the  customer  retrieves  the 
food  at  the  counter. 

Food  items  in  a fast-food  outlet  are  normally  served  in  paper  or  plastic  containers. 
Because  most  customers  clear  their  own  tables,  there  is  no  need  to  have  a bus 
person  clearing  them.  However,  tables  are  wiped  clean  by  an  employee  designated 
for  that  job  for  that  shift. 


2.  Following  is  a list  of  characteristics  of  various  types  of  food  service.  Identify 
the  type  of  service  each  one  characterizes. 


a.  The  food  may  be  flambeed. 

b.  Food  selections  involve  pre-cut  and  pre-plated  desserts. 

c.  Hotel  room  service  is  an  example. 


d.  Guests  pass  the  food  around,  selecting  what  they  want. 

e.  Guests  help  themselves  to  all  the  food  and  drinks  from  a table  or  tables. 

f.  Take-out  windows  are  common  here. 

g.  Guests  are  served  drinks  but  help  themselves  to  food. 


h.  Individual  plates  are  filled  in  the  kitchen  and  brought  out  to  the  guests. 

i.  Guests  help  themselves  to  the  main  course  from  a table,  but  everything 
else  is  served. 

j.  Servers  transfer  guests’  selections  onto  their  plates  from  silver  platters. 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  I. 


And  those  are  the  basic  varieties  of  food  service.  Now,  whenever  you  go  into  a 
food-service  establishment,  try  to  determine  precisely  what  type  of  service  is 
being  used.  See  if  you  can  spot  any  irregularities  or  innovations;  and  be  sure  to 
ask  yourself  if  the  service  could  be  improved  if  another  approach  were  taken. 
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ACTIVITY  2 


Basic  Table  Service 


Food  Service  Equipment  and  Tableware* 

If  you  ever  become  a food  server,  you’ll  have  to  be  able  to  identify  and  correctly 
use  food-service  equipment.  This  sort  of  knowledge  will  prepare  you  for  your  first 
day  as  a food  server.  Because  learning  from  pictures  can  be  difficult,  to  help  with 
what  follows  you  should  look  for  items  you  have  at  home  or  use  as  a guest  in  a 
restaurant. 

Glassware 

Flat-bottomed  and  stemmed  water  glasses  usually  hold  235  millilitres  of  liquid 
and  are  used  for  serving  water,  milk,  and  soft  drinks.  Many  fine  restaurants  use 
stemmed  water  glasses  to  add  a touch  of  elegance  to  a meal. 

Although  many  restaurants  use  different  wine  glasses  for  red  and  white  wines, 
many  establishments  use  all-purpose  wine  glasses  as  illustrated  here. 

Cutlery 

Not  all  eating  outlets  stock  the  same  assortment  of  cutlery  (or  flatware,  or 
silverware) . Fine-dining  establishments  stock  fish  forks  and  knives,  dinner  forks 
and  knives,  salad  forks,  and  butter  knives.  By  contrast,  family  restaurants  use 
primarily  dinner  knives  and  forks  with  all  entrees  except  steak,  for  which  steak 
knives  are  used. 


*Note  that  all  the  boldface  terms  that  refer  to  food  service  equipment  and  tableware  will  be  found  in  the 
Glossary  in  the  Appendix  even  though  no  margin  definitions  appear  here. 
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▼ 

hors  d’oeuvres: 

savoury  food 
served  as 
appetizers  before 
the  meal 

A 


▼ 

consomme:  a 

spiced-broth  soup 

A 


Although  it  might  be  confusing  at  first,  distinguishing 
different  types  of  cutlery  becomes  easier  with 
practice.  The  descriptions  that  follow  should  help. 

Knives 

• Dinner  knives  are  used  for  basic  entrees. 

These  knives  have  rounded  upper  edges  and 
may  be  slightly  serrated. 

• Steak  knives  have  pointed  upper  edges  and 
are  serrated.  They’re  used  when  steak  is  being 
served. 

• Fish  knives  have  long,  smooth  blades  with  a characteristic  swirl  shape  on 
the  back  upper  edge.  Often  the  handles  are  heavier  and  match  the  handles  of 
the  fish  forks.  Fish  knives  are  used  when  fish  or  hors  d’oeuvres  are  being 
served. 

• Butter  knives  are  small  and  have  wide,  rounded  blades.  They’re  used  for 
spreading  butter  on  rolls  or  bread. 

Forks 

• Dinner  forks  are  used  for  most  entrees. 

• Fish  forks  have  heavier  handles  and  are  used  when  fish  or 
hors  d’oeuvres  are  being  served. 

• Salad  forks,  sometimes  also  used  as  dessert  forks,  have  shorter  and  wider 
tines  (prongs)  than  regular  forks  and  are  used  when  salads  and  desserts  are 
served. 

• Cocktail  forks  are  very  small  utensils  with  three  short  tines  used  when 
cocktails  are  served. 

Spoons 


• Teaspoons  have  medium-sized  oval-shaped  bowls  and  are  used  when  tea, 
coffee,  fruit  cocktail,  or  ice  cream  is  being  served. 

• Soup  spoons,  also  called  consomme  spoons,  have  large,  round  bowls  and 
technically  are  to  be  used  only  when  consomme  is  served.  However,  these 
types  of  spoons  are  often  used  with  any  kind  of  soup. 


• Dessert  spoons  have  large,  oval-shaped  bowls  and  are  used  when  soups  and 
hot  or  cold  cereals  are  being  served — as  well,  of  course,  as  some  desserts. 
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¥ 

tarfait:  an  ice- 
•ream-based 
lesser t usually 
\ontaining  syrup, 
\uit,  and 
shipped  cream 

k 


• Parfait  spoons  have  long,  delicate  handles  and  medium-small  bowls  ideal 
for  reaching  into  the  bottoms  of  parfait  dishes.  When  parfait  dishes  are 
used,  a parfait  spoon  is  set  on  the  table. 


1.  List  the  cutlery  a guest  would  expect  at  a table  in  a fine-dining  restaurant  for 
each  of  the  following  meals. 

a.  A Sunday  brunch  serving  salad,  soup,  and  fish. 

b.  A western-theme  barbecue  serving  steak,  salad,  and  desserts  in  parfait 
glasses. 

c.  A formal  dinner  serving  consomme,  salad,  shrimp  cocktail,  and  salmon. 

d.  A breakfast  serving  traditional  breakfast  selections. 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  2. 


Serving  Utensils 


Traystands 

Traystands  are  folding,  portable  stands  servers  use  to  support  banquet  trays. 
Using  traystands  allows  servers  to  set  full  trays  down  while  serving  items  from  the 
tray  to  guests.  Conversely,  it  also  permits  servers  to  fill  trays  easily  when  clearing 
tables.  Traystands  are  essential  as  serving  tools  for  servers. 


What  follows  is  a brief  discussion  of  commonly  used 
serving  utensils.  Bear  in  mind  that  every  establishment 
uses  equipment  that’s  suitable  for  the  type  of  service 
featured  in  that  restaurant.  For  example,  a fast-food  restaurant 
has  no  need  for  banquet  trays,  bar  trays,  or  change  trays. 

However,  it  will  use  arm  trays. 
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Trays  and  Pans 

Quite  a variety  of  trays  and  pans  is  used  in  serving  customers  in  restaurants. 


Banquet  trays  are  large,  oval  trays  approximately  ninety 
centimetres  by  seventy-five  centimetres.  They’re  used  to 
transport  food  items  from  the  kitchen  to  the  dining  room 
and  dirty  dishes  from  the  dining  room  to  the  stewarding 
area  in  the  kitchen.  No  more  than  ten  full  plates  should 
be  placed  on  a banquet  tray  at  one  time.  When  dirty 
dishes  are  placed  on  a tray,  they  should  be  stacked  in 
neat  piles  and  not  strewn  about  in  a disorderly 
fashion.  This  will  prevent  items  from  falling  off 
when  the  tray  is  carried. 

Arm  trays  are  rectangular  trays  with  rounded 
corners,  similar  in  size  to  cafeteria  trays. 

Arm  trays  are  used  for  a variety  of  jobs. 

Bar  trays  are  small,  round  trays  used 
when  transporting  and  serving  drinks. 

Servers  often  use  bar  trays  to  hold 
cutlery  when  setting  tables. 


• Change  trays  are  small,  rectangular  trays  just  large  enough  to  hold  a guests’ 
bill  and  payment.  The  bill  is  placed  on  the  tray  and  then  presented  to  the 
customer  at  the  table.  Customers,  in  turn,  place  their  payment  on  the  tray, 
and  the  server  collects  the  tray  with  the  payment.  If  there  is  change  for  the 
customer,  the  server  will  return  the  change  on  the  tray.  Often  change  trays 
are  stamped  with  the  restaurant’s  logo  or  imprinted  with  the  name  of  the 
establishment.  Some  establishments  use  leather  folders  for  this  purpose. 

• Bus  pans  are  deep-sided  plastic  or  rubber  pans  used  to  carry  or  transport 
dirty  dishes  to  the  kitchen.  Dishes  are  scraped  and  stacked  neatly  in  the  pan 
Often  separate  pans  are  used  for  glasses,  cutlery,  and  dishes. 

2.  What  type  of  tray  or  pan  would  be  most  suitable  to  use  in  the  following 

situations. 

a.  clearing  a table  in  a family  restaurant 

b.  serving  before-dinner  drinks  to  guests 

c.  returning  change  to  a guest 

d.  serving  food  items  in  a fine-dining  room 

e.  clearing  tables  in  a fine-dining  room 

f.  serving  with  a traystand 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  2. 
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Tongs 


Handling  food  safely  is  important  to  the  health  of  every  guest.  Limiting  the 
number  of  times  human  hands  come  into  direct  contact  with  food  decreases  the 
spread  of  dangerous  bacteria.  Tongs  are  tools  that  help  you  to  handle  food  safely. 
Tongs  are  hinged,  spring-loaded,  long-handled  serving  tools  with  scalloped  or 
claw-like  tips  ideal  for  gripping  food.  Tongs  are  used  to  serve  salads,  meats,  rolls, 
pastries,  and  other  suitable  foods.  They’re  used  as  serving  utensils  in  buffets  and 
with  Russian  table  service.  Use  tongs  whenever  you  serve  guests  or  are  working 
in  the  kitchen  rather  than  touching  food  with  your  hands. 

Ice  Scoop 

Ice  scoops  are  made  from  heavy  plastic  or  stainless  steel  and  are  used  to  scoop 
ice  cubes  or  cracked  ice.  Never  use  a glass  to  scoop  ice;  if  the  glass  were  to  break, 
a health  hazard  would  be  created. 

Water  Jugs,  Coffee  Pots,  and  Tea  Pots 


A variety  of  containers  is  used  to  pour  beverages  into 
glasses  and  cups.  Plastic  jugs  are  usually  used  to  serve  ice 
water  and  sometimes  orange  juice  at  breakfast  or  brunch. 

There  are  two  types  of  coffeepots  commonly  used  to  serve 
coffee.  Round  glass  pots  with  plastic  handles  are  used 
when  drip  coffee  makers  are  used  to  make  coffee.  Tall, 
slender  silver  coffeepots  are  used  when  coffee  is  prepared 
in  large  urns.  Servers  refill  their  coffeepots  from  the  large 
urns  as  necessary.  If  decaffeinated  and  regular  coffee  are 
served  together,  a cloth  napkin  is  tied  onto  the  coffeepot  containing  the 
decaffeinated  coffee. 


Two  types  of  teapots  are  used  in  restaurants  and  food-service  outlets.  The  most 
common  is  a small,  one-piece,  stainless-steel  pot.  The  lid  is  flat  and  attached  to  the 
pot  with  a hinge.  Other  restaurants  opt  to  use  small,  traditional  porcelain  or 
ceramic  tea  pots.  They’re  usually  round  and  plump  with  curved  spouts  and  are 
available  in  a variety  of  designs  and  colours. 
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Dishes 


▼ 

cover:  a place 
setting  or  the 
space  required  by 
a guest  to  eat  a 
meal 


You’re  probably  already  familiar  with  commonly  used  dishes  in  food  service. 

Plates  are  used  to  serve  entrees,  cups  and  saucers  are  used  to  serve  tea  and  coffee, 
bread-and-butter  plates  are  used  to  serve  bread  and  rolls,  soup  bowls  are  used 
to  serve  soup  and  breakfast  cereals,  and  soup  cups  are  used  for  small  portions  of 
soup.  Each  food-service  outlet  will  establish  specific  uses  for  dishes.  Many  use 
special  onion-soup  bowls  to  serve  onion  soup,  some  use  special  dishes  to  serve 
shrimp  cocktail,  and  others  might  have  special  bowls  to  serve  salads.  If  you  do 
ever  work  in  a restaurant,  you’ll  need  to  make  an  effort  to  know  and  use  serving 
dishes  in  the  way  prescribed  by  the  establishment. 


Setting  the  Table 


Table  Settings 


There  are  different  specifications  and  variations 
for  tables  set  for  American,  Russian,  French, 
and  English  service.  In  what  follows,  you’ll 
learn  how  to  place  suitable  tableware  for 
three  meals: 


breakfast 

luncheon 

dinner 


A place  setting  is  referred 
to  as  a cover.  This  term  is 
used  throughout  the  food- 
service  industry  and  refers  to 
all  the  space  needed  at  the 


table  for  a guest.  You  might  hear  a 

server  asking  the  maitre  d’,  “How  many  covers  are  required  tonight?”  The  server 
is  simply  asking  how  many  people  should  the  room  be  prepared  for;  in  other 
words,  how  many  places  should  be  set. 


One  American-service  cover  requires  a space  60  cm  wide  by  38  cm  deep.  Using 
this  information  you  can  easily  calculate  the  seating  capacity  of  any  size  table. 


3. 


Calculate  the  number  of  American  covers  that  could  be  set  at  the  tables  with 
the  following  dimensions:  (Calculate  only  the  long  ends  of  the  tables). 


2.5  m x 91  cm 
1.8  m x 91  cm 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  2. 
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Tablecloths 


Before  setting  a table  you  should  know  your  establishment’s  specifications 
regarding  tablecloths  and  placemats.  Some  restaurants  use  tablecloths  all  the 
time,  some  use  them  at  dinnertime  only,  and  some  never  use  tablecloths. 

You  must  make  sure  you  use  a tablecloth  of  the  correct  size  and  shape  on  the 
correct  type  and  size  of  table.  There  are  three  basic  shapes  of  tables  used  in  the 
food  service  industry: 

• round  • rectangular  • square 

This  doesn’t  include  speciality  tables  used  for  banquets. 


jr 

eight  top:  a 

\round  table,  152 
cm  in  diameter 
that  seats  eight 
beople 


;i 


Two  sizes  of  round  tables  are  commonly  used:  a table  with  a diameter  of  152  cm 
that  will  seat  eight  people  (commonly  called  an  eight  top),  and  one  with  a diameter 
of  183  cm  that  seats  ten.  Similarly,  there  are  76  cm-wide  rectangular  tables  in  two 
lengths:  2.5  m and  1.8  m long.  Square  tables  are  usually  91  cm  or  122  cm  square. 

Clean  linens  are  folded  consistently  so  that  you  know  their  size  before  they’re 
used.  For  example,  the  correct  tablecloth  to  use  on  an  eight  top  might  always  be 
folded  in  a long  rectangle  while  banquet  tablecloths  suitable  to  use  on  rectangular 
tables  might  always  be  folded  in  squares.  Begin  by  selecting  a tablecloth  of  the 
correct  size  and  shape  for  the  table  you’re  setting.  Don’t  use  worn,  damaged,  or 
dirty  cloths.  The  centre  cross  created  by  the  creases  in  the  tablecloth  must  be 
placed  at  the  centre  of  the  table,  and  all  the  creases  of  the  tablecloths  in  the  room 
must  run  in  one  direction.  For  example,  if  the  lines  on  the  following  squares 
represent  creases  in  tablecloths  and  the  circles  represent  tables,  then  Example  1 is 
wrong  while  Example  2 is  correct. 

Example  I (Wrong) 


Example  2 (Correct) 


Notice  how  all  the  crosses  in  the  linens  in  Example  2 are  nicely  lined  up.  When 
customers  walk  into  a well-set  dining  room,  this  is  one  of  the  small  details  that  thej 
expect  to  find. 

Place  Settings 


It’s  important  that  the  place  settings  in  your  establishment  are  all  the  same. 
Although  place  settings  vary  from  meal  to  meal,  they  should  never  vary  from  table 
to  table  or  place  to  place.  Usually  a supervisor  will  tell  you  what  to  set  for  each 
meal.  You’ll  find  that  place  settings  vary  the  most  at  dinner  time.  If  fish  is  being 
served,  you’ll  need  to  set  a fish  knife  and  fork;  if  wine  is  being  served,  you’ll  have 
to  set  wine  glasses;  and  if  soup  is  being  served,  a soup  or  consomme  spoon  should 
be  included.  In  what  follows,  you’ll  be  learning  to  reproduce  suitable  place 
settings  for  breakfast,  luncheon,  and  dinner.  You’ll  learn  where  to  place  glassware, 
cutlery,  and  dishes. 


T 

business  end: 

the  end  of  a piece 
of  cutlery  that 
makes  direct 
contact  with  food 
or  a guest’s 
mouth 


When  handling  cutlery,  glassware,  and  dishes  it’s  vital  that  you  never  touch  the 
surface  that  comes  into  direct  contact  with  food  or  guests’  mouths.  Always  handle 
cutlery  by  the  handles — never  by  the  business  end.  Touch  only  the  bottom  or 
stems  of  glassware,  never  the  rim.  Touch  only  the  undersides  and  rims  of  plates. 
These  precautions  will  help  prevent  food  contamination. 

As  well  as  health  and  cleanliness  considerations  like  these,  there  are  other  rules 
that  should  be  followed  with  every  table  setting: 

• Coffee-cup  handles  should  point  to  three  o’clock. 

• Drinking  vessels  should  be  placed  directly  above  the  knives  and  spoons. 

• The  cutting  edge  of  the  knives  should  face  the  plate. 

• Place  settings  should  begin  about  2.5  centimetres  from  the  edge  of  the  table. 

• The  napkin  can  be  placed  on  the  plate  or  decoratively  arranged  in  a stemmed 
water  glass. 
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Breakfast 


The  breakfast  table  setting  usually  requires  the  fewest  items.  Since  the  buffet 
style  of  service  is  generally  used  for  breakfast,  there’s  no  need  for  a plate  as  part  of 
the  place  setting.  You’ll  need  a dinner  fork,  dinner  knife,  teaspoon,  dessert  spoon, 
coffee  cup  and  saucer,  juice  glass,  and  a napkin. 

Place  all  the  items  as  shown  in  the  illustration.  Folds  for  napkins  are  specified  by 
supervisory  staff  for  each  meal. 


Luncheon 


Luncheon  can  vary  from  a quick,  simple  bite  to  eat  to  an  elaborate  five-course 
meal.  The  table  should  be  set  according  to  the  type  of  meal  being  served.  You’ll 
notice  from  the  diagram  that  follows  that  drinking  vessels  are  still  placed  directly 
above  the  knife  and  spoon,  and  the  coffee-cup  handle  is  at  the  three-o’clock 
position.  A bread-and-butter  plate  is  set  with  a butter  knife.  The  spreading  edge  of 
the  butter  knife  should  face  away  from  the  guest,  and  the  knife  should  parallel  the 
other  cutlery.  You’ll  need  everything  you  used  to  set  the  breakfast  table  plus  a 
plate,  a salad  fork,  a butter  knife  and  a bread-and-butter  plate.  You  might  also 
require  a steak  knife,  fish  knife,  soup  spoon,  and  perhaps  a wine  glass. 


SECTION  2:  Food-Service  Procedures 


5 S 


Dinner 

The  dinner  setting  is  more  elaborate  than  that  used  for  breakfast  and  luncheon. 
You’ll  require  everything  you  used  for  your  luncheon  place  setting  plus  a stemmed 
water  glass,  a wine  glass,  a soup  spoon,  and  again  possibly  steak  or  fish  knives  and 
fish  forks.  You’ll  add  or  delete  items  as  the  meal  or  your  supervisor  dictates. 


! . bread-and- 
butter  plate 

2.  butter  knife 

3.  salad  fork 

4.  dinner  fork 

5.  dinner  plate 

6.  napkin 

7.  dinner  knife 

8.  dessert  spoon 

9.  teaspoon 

10.  cup  and  sauce 
I I . water  glass 


1 . bread-and- 
butter  plate 

2.  butter  knife 

3.  salad  fork 

4.  dinner  fork 

5.  dinner  plate 

6.  napkin 

7.  dinner  knife 

8.  fish  knife 

9.  teaspoon 

0.  soup  spoon 

1.  cup  and  sauce 

2.  wine  glass 

3.  water  glass 

4.  dessert  spoor 

5.  dessert  fork 
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4.  In  your  notebook,  sketch  place  settings  for  the  following  meals. 

a.  a breakfast  buffet 

b.  a luncheon  where  steak  and  salad  will  be  included  with  the  meal  and  wine 
will  also  be  served 

c.  a dinner  where  shrimp  cocktail  and  consomme  will  be  served  in  addition  to 
the  regular  entree 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  2. 


This  has  been  quite  a lengthy  activity,  but  look  at  all  you’ve  learned.  You  should 
now  be  able  to  identify  and  select  the  correct  tools  and  equipment  expected  and 
required  for  specific  types  of  service  and  food  being  served.  Next  you’ll  be 
looking  at  the  skills  servers  need  to  see  to  it  that  their  guests’  needs,  wants,  and 
expectations  are  met — and  perhaps  even  surpassed. 


ACTIVITY  3 

Skills  for  Table  Service 
and  Maintenance 
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If  you’re  interested  in  a food-service  career,  you  should  become  acquainted  with 
the  industry  by  getting  a job  as  a food  server.  It  is  a good  idea  for  everyone, 
including  kitchen  staff  and  management,  to  have  experience  as  a food  server.  Of 
course  you  might  have  to  begin  as  a busser  and  work  your  way  up,  but  that 
experience  is  valuable  too. 

If  you  ever  do  get  a job  as  a server,  there’s  a great  deal  you’ll  have  to  know  and  do 
What  follows  is  a brief  discussion  of  some  of  these  things.  Note  that  this 
discussion  assumes  that  you’re  working  in  a rather  formal  dining  room.  A few 
modifications  would  have  to  be  made  for  a more  casual  restaurant. 


Personal  Grooming 

First,  if  you’re  a server,  you  should  ensure  that  your  hair  is  neatly  combed  and  r- 
trimmed,  your  uniform  is  clean  and  pressed,  and  that  you  maintain  high  standards  \ 
of  personal  cleanliness  including  showering  daily,  shaving,  practising  excellent 
dental  hygiene  and  having  well-manicured  nails.  (If  you’re  female,  feel  free  to  skif 
the  shaving  part.) 

Servers  should  be  able  to  perform  a number  of  different  tasks.  Preparing  yoursel 
to  execute  all  the  possible  duties  of  a server  will  prepare  you  for  jobs  in  both  smal 
and  large  operations. 


Greeting  Customers 


As  a server  you  may  be  required  to  greet  and  seat  customers.  When 
performing  greeting  duties,  you’re  often  the  first  person  with  whom 
the  customer  will  interact  at  your  establishment.  It’s  vital  that  you 
give  the  customer  a good  first  impression  when  you’re  performing 
greeting  duties. 


What  makes  an  excellent  greeter?  Greeters  must  be  well  groomed, 
knowledgeable,  and  friendly.  When  customers  enter  an  establishment, 
greet  them  immediately.  If  you’re  busy  with  another  customer  or  on 
the  phone,  make  eye  contact  with  the  customer  and  smile  to  signal  that 
you’re  aware  of  his  or  her  presence. 


The  specific  phrases  used  to  greet  customers  vary.  Some  are  more 
formal  than  others.  “Good  evening”  and  “Good  day”  are  two  examples 
of  acceptable  formal  greetings.  However,  it’s  easy  for  phrases  like 
these  to  become  stale;  and  good  greeting  skills  should  include  a 
repertoire  of  greeting  phrases.  You  can  easily  think  of  simple  friendly  phrases  to 
use.  For  example,  you  could  use  the  following: 


‘Hello.  It’s  nice  to  see  you  today.” 

‘Good  evening.  We’re  happy  you  could  join  us  tonight.” 
‘Welcome  to  (name  of  restaurant).  How  are  you  tonight?” 


Mil 
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ess  “ Hey,  we're  not  open  for  ten  more 
s,  y’know!”  wouldn't  quite  cut  it,  eh! 


Not  if  you  want  to  keep  your  job! 


1.  Think  of  five  more  phrases  that  you  think  would  serve  as  suitable  greetings. 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  3. 


Next,  ask  the  customers  if  they  have  reservations.  If  they  do,  check  them  off  in 
the  reservation  book.  If  they  don’t  and  you  have  room,  seat  the  customers  as  soon 
as  possible.  At  very  busy  times  it  may  be  necessary  to  ask  customers  to  wait.  If 
you  must  do  this,  apologize  and  ensure  that  the  guests  are  comfortable  in  a lounge 
or  where  seating  is  available.  If  waits  are  lengthy,  keep  your  customers  informed. 


Before  showing  the  customers  to  their  tables,  ensure  that  their  coats  and  parcels 
are  looked  after.  Then,  walking  in  front  of  the  guests,  but  not  too  far  ahead,  show 
them  to  their  table.  Placing  your  hand  on  the  back  of  one  of  the  chairs,  pull  the 
chair  slightly  out  from  the  table  so  that  one  of  the  guests,  usually  a woman,  can  sit 
in  that  spot.  Ask  the  guests  if  the  table  is  suitable.  If  it’s  not,  move  them  to  one 
that  is.  At  this  time,  you  should  present  the  menus. 

Presenting  the  Menu 

Before  presenting  menus,  you  should  check  to  see  that  they’re  clean,  neat,  and  up- 
to-date.  Make  sure  that  all  menus  (including  special  ones  such  as  children’s 
menus  and  wine  menus)  and  drinks  are  available  to  customers  prior  to  taking  their 
orders. 

Each  menu  should  be  presented  opened  to  the  customer.  Present  the  menus  to 
the  women  first  or  to  the  person  who  seems  to  be  hosting  the  group;  then  proceed 
to  distribute  them  around  the  table  clockwise.  Speciality  menus  such  as  those 
listing  wines  or  the  specials  of  the  day  should  be  pointed  out  to  the  guests. 


Taking  Orders 


ighty-sixed : a 

rm  used  to 
\dicate  that  the 
\tchen  has  run 
ft  of  an  item 


To  take  an  order  efficiently  you  must  know  your  menu.  Often  guests  will  ask  you 
for  suggestions,  so  always  be  prepared  with  several  ideas.  Before  you  suggest  a 
food  item,  be  sure  it’s  available.  When  you  start  your  shift,  always  check  with  the 
kitchen  to  see  which  items  have  been  “eighty-sixed.”  This  term  is  used  to 
indicate  that  the  item  has  run  out  in  the  kitchen. 
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To  make  effective  suggestions,  you  must  be  able  to  describe  food  items  with 
accuracy  and  flare.  For  example,  if  you’re  recommending  the  chicken  cacciatore, 
you  shouldn’t  simply  say  “It’s  chicken  served  in  tomato  sauce.”  Rather,  you  shoul 
describe  the  dish  in  an  appetizing  manner:  “The  chicken  cacciatore  features 
tender  chicken  simmered  in  a savoury  tomato  sauce  seasoned  with  onions,  garlic, 
and  peppers  and  served  on  a fluffy  bed  of  rice  accompanied  with  steamed 
asparagus.”  You  can  see  the  difference  between  the  two  descriptions.  The  first, 
although  accurate,  doesn’t  provide  enough  information  or  create  a visual  image  or 
imagined  taste  for  the  guest.  It  certainly  wouldn’t  tantalize  anyone’s  taste  buds. 


2.  Try  some  tantalizing  descriptions  for  yourself.  Describe  each  of  the  following 
food  items  in  a creative  and  appetizing  manner. 

a.  Baked  Alaska:  sponge  cake  with  ice  cream  on  top  covered  with  meringue 

b.  Chicken  a la  king:  chicken  served  in  a creamy  sauce  that  includes 
mushrooms,  onions,  peas,  and  red  peppers 


c.  Crepes  suzette:  thin  pancakes  set  ablaze  with  brandy  and  liqueur 


d.  Double-bacon  cheeseburger 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  3. 
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After  the  guests  have  made  their  selections,  take  their  orders  in  a clear  and 
organized  manner  so  that  it’s  easy  for  the  kitchen  staff  to  read  and  easy  for  you  to 
follow  when  serving  the  food.  Begin  taking  your  order  with  the  host  or  the  women 
in  the  party.  Stand  on  each  person’s  left  and  work  your  way  around  the  table.  In 
some  restaurants,  serving  staff  are  encouraged  to  remember  orders  without 
writing  them  down.  This,  however,  isn’t  an  easy  skill;  it  can  take  time  to  master. 
For  now,  you’ll  be  learning  and  practising  a method  of  taking  and  writing  down 
orders. 

Prior  to  taking  food  orders,  ask  the  guests  if  they’d  like  a drink  from  the  bar.  The 
correct  terminology  to  use  is  “Would  you  like  to  order  an  aperitif?”  Some 
customers  wish  to  place  their  food  orders  at  the  same  time  as  their  drink  orders 
while  others  prefer  to  have  their  drinks  first  and  then  order  their  meals.  Find  out 
the  guests’  preferences  in  this  matter  and  carry  out  their  wishes. 


Every  restaurant  uses  different  forms  for  taking  orders.  Use  the  forms  in  the  most 
efficient  and  organized  way  possible.  To  simplify  order  taking,  it’s  a good  idea  to 
use  abbreviations.  Here’s  a list  of  some  abbreviations  you  might  find  useful, 
though  you  can  make  up  more  as  long  as  they  won’t  confuse  the  kitchen  staff. 


f 


Remember,  though,  that  in  Alt 
a person  must  be  eighteen  yei 
to  take  or  receive  an  order  for 


sal 

sp 

aj 

tj 

oj 


salad 

soup 

apple  juice 

tomato  juice 

orange  juice 

asparagus 

carrots 

hamburger 

hamburger  deluxe 

French  fries 

coffee 

tea 

milk 


asp 

car 

ham 


ham  del 


ff 

cof 

T 

M 
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You  might  want  to  number  the  guests  mentally  at  each  table.  All  guests  seated 
facing  north  could  be  number  1,  guests  seated  facing  west  could  be  number  2 and 
so  on.  Then  on  your  form  you  can  indicate  the  number  of  the  guest  placing  each 
order. 


3.  Practise  taking  orders  using  the  form  provided.  There  are  two  guests,  one 
male  and  one  female. 

The  male  guest  orders  The  female  guest  orders 


• Chicken  Kiev 

• rice 

• a Caesar  salad 

• a coffee 


• salmon  steak 

• a baked  potato 

• a garden  salad 

• a tea 


APPETIZER 

ENTREE 

VEGETABLE 

DESSERT 

BEVERAGE 

, 

2 

3 

Compare  your  order  form  with  the  one  in  the  Appendix,  Section  2:  Activity  3. 
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You’ll  have  to  know  which  menu  items  require  further  information  from  the 
guests.  For  example,  a sandwich  might  come  with  a choice  of  salad,  French  fries, 
or  soup.  You  must  know  this  and  at  the  time  you  take  the  order  ask  the  guest 
which  choice  he  or  she  would  prefer.  If  the  customer  selects  salad,  you  must  then 
remember  to  ask  what  type  of  dressing  he  or  she  would  like.  If  the  choice  is 
French  fries,  you  should  ask  if  the  guest  would  like  gravy  on  them. 

When  you  have  everyone’s  order,  repeat  each  one  to  the  appropriate  guest  to 
check  that  they’re  all  correct.  Taking  a thorough,  organized  order  will  save  you 
time,  confusion,  and  embarrassment. 

Pouring  Beverages 


The  guests  are  seated  and  eagerly  awaiting  the  arrival  of 
their  orders.  Most  likely  the  first  thing  you’ll  be  called 
upon  to  do  is  pour  drinks — perhaps  even  before  the 
guests  have  placed  their  food  orders.  How  you  do  this 
will  help  set  the  tone  for  the  rest  of  the  meal. 

American  service  standards  dictate  that 
beverages  are  always  served  on  the  guests’  right 
and  poured  with  your  right  hand.  Fill  glasses  to 
just  over  three-quarters  full.  Never  fill  glasses  or  cups  too  full  as 
spills  might  occur  creating  more  work  for  you  and  spoiling  the 
guests’  evening — and  possibly  their  clothing. 

Serving  the  Main  Course 

When  you  pick  up  the  food  from  the  kitchen,  it’s  your  responsibility 
to  check  to  see  if  it’s  correct  and  to  add  condiments  and  sometimes 
garnishes.  When  the  guests  are  finished  with  the  first  course— soup, 
salad,  and  hors  d’oeuvres — clear  away  all  dirty  dishes,  cutlery,  and 
unnecessary  condiments;  then  serve  the  main  course. 


Remember  that  when  you’re  serving  beverages,  you  should  always  serve  from  the 
guest’s  right  with  your  right  hand.  The  reverse  is  true  when  serving  food  items. 
Food  items  are  served  on  the  guest’s  left  using  the  left  hand.  Remove  dirty  dishes 
from  the  right  with  your  right  hand.  Items  that  are  placed  on  the  left  side  of  the 
cover,  such  as  a side  salad  or  rolls,  are  served  on  the  left  and  removed  from  the  left 
with  your  left  hand.  Check  with  your  guests  often  to  ensure  that  everything  meets 
their  expectations.  When  the  guests  have  finished  the  main  course,  you  must  clear 
the  table  again  and  ask  if  they’d  like  dessert. 

4.  The  diagram  that  follows  represents  a table  with  four  guests;  copy  it  into  your 
workbook.  Each  of  the  ovals  is  a position  where  a server  would  stand  when 
performing  one  of  the  tasks  in  the  list  that  comes  after  the  diagram.  Read  each 
task  in  the  list  and  decide  where  a server  would  stand  to  perform  it.  In  your 
copied  diagram,  write  the  appropriate  number  in  each  oval. 


SECTION  2:  Food-Service  Procedures 


59 


T 

dessert  tray:  a 

tray  presented  by 
servers  to  guests 
displaying  a 
restaurant’s 
selection  of 
desserts 

up-selling 

techniques: 

marketing 
methods,  used  to 
increase  sales, 
that  often  include 
suggesting  items 
to  customers 

A 


1.  taking  the  order  from  the  host,  guest  A 

2.  serving  the  soup  to  guest  B 

3.  pouring  a drink  for  guest  D 

4.  pouring  water  for  guest  C 

5.  serving  an  appetizer  to  guest  D 

6.  pouring  coffee  for  guest  B 

7.  serving  dessert  to  guest  C 

8.  pouring  wine  for  guest  A 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  3. 


Serving  Dessert 

If  your  restaurant  utilizes  a dessert  tray,  bring  it  out  and  present  it  to  the  guests. 
If  your  restaurant  doesn’t  have  a dessert  tray,  ask  the  guests  if  they’d  like  to  order 
dessert 

Presenting  or  asking  about  dessert  is  an  excellent  time  to  use  up-selling 
techniques.  Up-selling  techniques  are  marketing  strategies  used  in  many  outlets 
to  increase  revenues.  They  can  be  used  throughout  the  meal,  but  dessert  is  an 
excellent  place  to  start  learning  and  using  these  techniques.  Up-selling  simply 
involves  suggesting  items  by  describing  them  to  customers  in  a way  that  might 
entice  them  to  order  them.  An  example  of  an  up-selling  technique  is  “We  have 
some  beautiful,  juicy,  fresh  strawberries  tonight.  Would  you  like  some  for 
dessert?” 
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Isn’t  that  a bit  pushy?  I mean , customers 
might  resent  that  kind  of  hard  sell. 

"v 


Not  usually.  If  it’s  done  politely,  most  guests  appreciate 
being  given  suggestions;  and  if  they  don’t  want  what  you 
suggest,  they’ll  just  say  no.  But  if  ever  a guest  does  seem 
irritated  by  up-selling,  be  sure  to  stop  it  right  away. 


5.  Try  writing  some  up-selling  phrases  you  could  use  to  sell  the  following 
desserts.  Remember,  there  are  two  components  to  up-selling: 

• the  description 

• the  question  asking  for  the  order 

a.  chocolate  cake 

b.  apple  pie 

c.  strawberry  cheesecake 

d.  assorted  pastries 
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6.  Imagine  that  you  work  in  a restaurant  where  there’s  a good  deal  of  pressure  on 
servers  to  engage  in  up-selling.  You  know  that  other  servers  routinely 
recommend  desserts  that  aren’t  particularly  good. 

a.  Would  you  do  the  same  thing?  Why  or  why  not? 

b.  If  your  answer  was  no,  what  would  you  do?  Give  reasons  for  your  response 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  3. 


Table  Maintenance 

It’s  important  for  servers  to  maintain  the  food-service  area  at  all  times.  There  are 
three  types  of  table  maintenance: 

• maintenance  done  while  the  dining  room  is  closed  and  no  guests  are  present 

• maintenance  done  while  guests  are  present  in  the  dining  room  but  not  seated 
at  the  table  being  reset 

• maintenance  done  while  guests  are  seated  at  a table  and  being  served 

Maintenance  When  the  Room  Is  Closed 

The  time  when  the  dining  room  is  closed  and  no  guests  are  present  offers  an  ideal 
opportunity  to  prepare  the  tables  and  room.  Careful  preparation  at  this  time  will 
make  your  job  easier  when  guests  begin  to  arrive.  If  you  work  in  an  establishment 
that  doesn’t  use  table  cloths,  make  sure  all  the  tables  and  chairs  are  clean.  If  you 
will  be  using  table  cloths,  put  fresh  linens  on  every  table.  Don’t  remove  all  the 
table  cloths  from  all  the  tables  at  one  time;  rather,  remove  one  cloth  at  a time  and 
replace  it  immediately  with  a clean  one.  This  is  a precautionary  measure;  it 
ensures  that  if  guests  look  into  the  dining  room,  they’ll  always  see  clothed  tables. 
Remember  to  keep  each  cross  created  by  the  creases  in  the  centre  of  the  cloth 
lined  up  in  the  same  direction. 

All  salt  and  pepper  shakers  should  be  filled  at  this  time. 

Some  fine-dining  establishments  require  that  the  salt  an 
peppers  are  always  filled  to  the  very  top.  Now  is  also 
the  time  to  fill  sugar  dispensers,  prepare  butter  dishes, 
and  fill  creamers.  Butter  dishes  and  creamers  should 
be  refrigerated  until  serving  time.  Place  centrepieces 
on  the  tables  now  along  with  any  other  items 
considered  standard  at  your  establishment.  Finally,  set 
the  table  appropriately  for  the  meal  being  served. 
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Maintenance  When  the  Room  Is  Open 

When  the  dining  room  is  open,  always  clear  and  reset  tables  immediately.  This  will 
keep  the  room  inviting,  and  you’ll  always  be  prepared  for  additional  guests.  To 
save  time  and  to  maintain  a professional  appearance,  clear  dirty  dishes  quietly  and 
efficiently.  Carry  the  clean  dishes,  cutlery,  and  glassware  to  the  table  using  a bar 
tray.  When  guests  are  in  the  dining  room,  you  must  never  expose  an  uncovered 
table.  After  removing  everything  from  the  table  other  than  the  tablecloth,  pull  one 
edge  of  the  tablecloth  back  slightly  so  that  just  the  very  edge  of  the  table  is 
showing.  Place  the  edge  of  the  clean  cloth  up  against  the  edge  of  the  used  one  and 
pull  the  clean  cloth  across  the  table  removing  the  used  one  at  the  same  time.  Now 
you  can  proceed  to  reset  the  table.  When  you’re  finished,  brush  any  crumbs  from 
the  chairs.  Have  one  last  look  at  the  table,  checking  for  appearance. 

Maintenance  When  Guests  Are  Seated 


When  you’re  serving  guests,  always  make  sure  that  you  clear  dishes  between 
courses.  Keep  water  glasses  and  coffee  cups  full.  Remove  and  replace  dirty 
ashtrays  by  capping  each  one  with  a clean  ashtray.  Then  remove  the  ashtrays, 
placing  the  clean  one  from  the  top  onto  the  table  once  you  have  the  dirty  one  on 
your  tray  or  in  your  hand.  This  will  prevent  ashes  from  falling  onto  guests  or  into 
food. 


Table  and  dining-room  maintenance  is  vital  to  the 
success  of  the  establishment  and  of  you  as  a server. 

Always  consider  the  guests’  perspective.  As  a 
server  you  can  become 
accustomed  to  your 
surroundings  and  immune  to 
dust,  spots,  and  dirt  in  the 
corners.  A guest,  on  the  other 
hand,  notices  all  the  details. 

Dust,  spots,  or  dirt  in  the 
corners  will  indicate  to  guests 
an  establishments’  uncaring 
attitude.  Make  sure  you  take 

the  time  to  look  for  cobwebs  in  the  light  fixtures,  spots  on  the  chairs,  worn  table 
linens,  disorganized  tray  stands,  dirty  trays,  or  any  other  detail  that  might  affect 
the  customer’s  image  of  your  establishment  and  you. 


7.  Imagine  that  you’re  visiting  a deluxe  resort  hotel.  It’s  early  morning,  and  you 
want  a quick  peek  at  the  elegant  dining  room  that  you’ve  heard  so  much  about. 
Even  though  the  dining  room  is  closed,  you  open  the  door  just  for  a quick  look. 
All  you  see  is  a sea  of  naked  tables. 

a.  What  is  your  first  impression  of  this  establishment? 

b.  What  should  the  staff  have  done  to  ensure  that  your  first  impression  was  a 
good  one? 
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8.  You  and  your  family  are  dining  at  a family  restaurant.  Everyone  has  ordered  a 
salad,  an  entree,  and  dessert.  Your  server  has  neglected  to  clear  away  all  the 
dirty  dishes  from  previous  courses  before  serving  dessert. 

Will  this  make  your  dessert  more  or  less  enjoyable?  Explain  your  answer. 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Activity  3. 


You’ve  now  begun  the  process  of  learning  the  skills  you’ll  need  to  serve  an  entire 
meal  to  guests  and  to  maintain  a dining  room  and  tables.  All  these  skills  take 
practice.  If  you  think  this  might  be  the  type  of  work  for  you,  practise  whenever 
you  can,  and  you’ll  find  that  when  you  get  your  first  job  as  a server,  you’ll  be  well 
prepared. 


FOLLOW-UP  ACTIVITIES 


If  you  had  difficulties  understanding  the  concepts  and  the  activities,  do  the  Extra 
Help.  If  you  have  a clear  understanding  of  the  concepts,  do  the  Enrichment. 


In  Activity  1 of  this  section  you  studied  several  types  of  service 
offered  in  eating  establishments.  You  learned  about  such  things  as 
American,  Russian,  French,  cafeteria,  buffet,  and  fast-food  service. 

It’s  possible  that  with  so  many  different  labels  you’re  a bit  confused 
about  these  different  types  of  food  service.  This  may  be  especially  true 
if  you’re  a visual  learner — someone  who  likes  to  see  things  laid  out 
clearly  rather  than  hearing  or  reading  about  them. 


1.  If  this  is  true  of  you,  this  exercise  may  help.  The  chart  that  follows  is  set  up  to 
show  in  a simple  visual  format  the  common  types  of  food  service.  Copy  the 
chart  into  your  notebook  and  fill  it  in  with  the  names  of  the  service  varieties 
you’ve  studied.  It’s  been  started  for  you. 


COMMON  TYPES  OF  FOOD  SERVICE 


service 


service 


service 


service 


service 


service 


service  service  service 
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2.  Each  type  of  service  you’ve  studied  is  more  apt  to  be  found  in  some  types  of 
restaurants  than  in  others. 

Copy  and  fill  in  the  following  chart  with  the  types  of  service  that  you’d 
probably  find  in  each  of  the  varieties  of  food-service  outlets  listed.  Refer  back 
to  Activity  1 only  if  necessary. 


Type  of  Food  Outlet 

Probable  Type  of  Service 

A fine-dining  restaurant 

At  a bus  terminal 

On  a plane 

A family  restaurant 

An  establishment  serving 
hamburgers  and  pizzas 

In  the  last  two  activities  you  learned  a good  deal  about  basic  table  service  and 
maintenance.  In  these  activities  you  encountered  many  terms  and  definitions. 
What  follows  should  help  test  and  reinforce  your  understanding  of  these  terms. 

3.  a.  Create  a crossword  puzzle  using  the  types  of  service,  names  of  equipment, 
and  any  other  food-service  terms  and  language  you  studied  in  this  section. 
Your  work  should  include  a blank  puzzle  with  clues  and  an  answer  key.  Try 
to  include  as  many  of  the  following  terms  as  you  can. 


water  glass 

• wine  glass 

• dinner  (knife) 

steak  (knife) 

• fish  (knife) 

• butter  (knife) 

dinner  (fork) 

• fish  (fork) 

• salad  (fork) 

cocktail  (fork) 

• teaspoon 

• consomme  (spoon) 

dessert  (spoon) 

• parfait  (spoon) 

• traystand 

banquet  (tray) 

• arm  (tray) 

• bar  (tray) 

change  (tray) 

• bus  pan 

• tongs 

ice  scoop 

• water  jug 

• coffeepot 

teapot 

• (dinner)  plate 

• cup  and  saucer 

bread-and-butter  plate 

• soup  bowl 

• soup  cup 

cover 

• eight  top 

• eighty-sixed 

aperitif 

• up-selling 

If  you  have  access  to  a computer  application  that  allows  you  to  construct  crossword 
puzzles,  feel  free  to  use  it.  What’s  most  important  is  the  clues  you  create  for  each 
term. 
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Teaimrl 


b. 


If  you  have  a study  partner,  exchange  puzzles  and  see  how  well  you  do  with 
each  other’s  clues.  If  you’re  working  alone,  try  your  puzzle  on  a friend  or 
family  member  and  see  what  that  person  knows  about  the  food-service 
industry. 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Extra  Help. 


a 


Enrichment 


Do  one  or  more  of  the  following. 


1. 


Watch  the  National  Educational  Media,  Inc.  video  titled 
Service ; then  answer  the  following  questions. 

a.  Why  do  people  eat  in  cafeterias? 

b.  What’s  the  main  attraction  of  cafeterias  over  other 
types  of  restaurants? 

c.  What  duties  must  a server  perform  when  setting  up 
station? 


d.  What  two  responsibilities  does  a server  have  when  the  rush  is  on? 

e.  The  counter  in  a cafeteria  can  sometimes  act  as  a psychological  barrier 
between  the  guest  and  the  server.  According  to  the  video,  how  can  this 
barrier  be  broken  down? 


f.  List  five  or  six  things  a server  should  do  to  make  sure  the  food  looks 
appetizing  to  the  guests. 


g.  What  are  the  two  common  tasks  that  all  servers  share? 


Task  Management 


\ 

/ 

V 

2.  Visit  or  phone  three  restaurants  in  your  community  or  in  a nearby  town  or 
city.  Select  restaurants  with  a variety  of  service  styles.  If  you  can  arrange  to 
talk  with  the  manager,  ask  him  or  her  about  the  types  of  service  offered  and 
the  equipment  available  including  trays,  glassware,  cutlery,  serving  utensils, 
and  dishes.  Ask  about  the  table  settings  used  and  make  a quick  sketch  of  a 
breakfast,  luncheon,  and  dinner  table  setting.  Include  questions  about 
standards  and  practices  expected  of  servers.  Are  servers  expected  to  greet 
customers?  Are  they  expected  to  serve  beverages  from  the  right  with  the  right 
hand  and  serve  food  items  from  the  left  with  the  left  hand?  Are  servers  taught 
up-selling  techniques  and,  if  so,  what  type  of  up-selling  techniques  are  they 
instructed  to  use? 


Remember  to  be  courteous  while  conducting  your  interview,  and  come 
prepared  with  the  questions  you’d  like  answered. 
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3.  Watch  the  National  Educational  Media,  Inc.  video  titled  Buffet  Layout  and 
Service , and  then  create  a checklist  that  could  be  used  for  people  setting  up  a 
buffet.  Be  sure  to  consider  these  factors: 

• table  setup 

• the  order  in  which  foods  should  be  placed  on  the  table 

• service 

• food  sanitation  and  maintenance 


You’ll  probably  have  to  watch  the  video  more  than  once.  The  checklist  has 
been  started  for  you. 


MW 


BUFFET  CHECKLIST 


Setup 


i<pnt-oine  arranfiefnent 
taidc  far  e/drcr  and nap  dine 
ice  pane  far  cofdfaod 
eUanr  taide  or  c/adm  dieh  dor 


'fence  conren/en 


r 


Compare  your  answers  with  those  in  the  Appendix,  Section  2:  Enrichment. 
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CONCLUSION 


PHOTO  SEARCH  LTD. 


In  this  section  you’ve  learned  to  describe  and  demonstrate  a number  of  different 
types  of  service.  You  should  now  be  able  to  identify  and  select  equipment  suitable 
for  serving  a variety  of  meals.  You  should  also  be  able  to  greet  and  seat  customers 
and  serve  them  an  entire  meal  correctly.  As  well,  you  should  know  how  and  when 
to  maintain  the  dining  room  and  the  tables.  These  skills  will  be  very  beneficial  if 
and  when  you  begin  a food-sector  career. 


ASSIGNMENT 

Turn  to  your  Assignment  Booklet  and  do  the  assignment  for  Section  2. 


i 
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You’re  a member  of  a team  planning  a music  festival.  You’re  in  charge  of  all  the 

food-service  activities  at  the  festival.  The  festival  will  attract  guests  from  across  the 
country.  Each  person  attending  will  have  different  needs,  wants,  and  expectations. 

The  roster  of  performers  is  lengthy  and  lists  diabetics,  vegetarians,  and  a variety  of 
people  who  have  religious  dietary  restrictions. 

Sound  frightening?  It  needn’t  if  you  know  what  you’re  doing.  In  this  section  you’ll 
begin  to  acquire  the  knowledge  necessary  to  plan  and  prepare  staff  for  guest  and  food 
service.  When  finished,  you’ll  have  the  skills  needed  to  create  menus  for  a variety  of 
guests’  needs,  and  you’ll  be  able  to  analyse  food-service  establishments  from  the 
perspective  of  their  guests.  Finally,  you’ll  be  able  to  develop  the  standards  and  criteria 
you’ll  need  to  evaluate  food  service  and  the  establishments  that  offer  it. 
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ACTIVITY  I 


marketing: 

selling, 

promoting,  and 
advertising  a 
service  or 
product;  bringing 
buyers  and  sellers 
together 

A 


Types  and  Styles  of 
Menus 


$ > M SOLE 
PE  ■ QUAUTE 


GITAN 


You’ve  no  doubt  used  restaurant  menus  from  time  to  time  in  your  life,  but  have  yo 
ever  stopped  to  think  much  about  them?  Probably  not;  you’ve  likely  been  a good 
deal  more  interested  in  the  food  you  were  anticipating  than  in  the  menu.  But 
menus  actually  aren’t  as  simple  as  they  at  first  might  appear,  and  they’re  vitally 
important  tools  in  the  food-service  industry. 


ACCEPTEES 


DIMERS  DE  GENS 

■ 

’'VjJX 

CSARDA" 

SALLE  'A  MANGER 
CUISINE 
HONGROISE 
ET 

eONTlNENTALE 

MUSIQUE 

SOIREE 


The  menu  is  the  main  marketing  tool  for  all  eating  establishments.  At  a minimun 
the  menu  must  list  all  items  available  to  guests,  and  at  its  best  it  can  serve  to 
create  atmosphere,  sell  food  items,  and  entertain.  The  kind  of  menu  an 
establishment  uses  depends  on  two  factors:  its  clientele  and  the  type  of  operation 
it  is.  You  may  never  have  noticed,  but  menus  can  vary  a great  deal  from 
establishment  to  establishment;  each  restaurant  will  use  the  kind  of  menu  that  bes 
suits  its  guests  and  the  way  it’s  been  set  up  to  operate. 

Basically,  menus  can  be  classified  according  to  two  criteria: 

• pricing  style 

• type 

What  follows  is  a look  at  each  of  these  in  turn. 
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Menu  Pricing  Styles 

There  are  three  menu  pricing  styles: 

• a la  carte  • table  d’hote  • carte  du  jour 

Each  pricing  style  is  suitable  for  different  operations  or  functions.  Some 
operations  use  a combination  of  pricing  styles. 

A la  Carte  Menus 

The  a la  carte  menu  is  a permanent  menu  that’s  rarely  changed.  Each  item  is 
listed  and  priced  separately,  allowing  guests  to  create  their  own  meals.  This 
pricing  style  is  suitable  to  use  on  breakfast,  lunch,  and  dinner  menus.  Following  is 
a typical  a la  carte  menu. 


Appetizers 


Shrimp  Cocktail  $5.95 

Sliced  Melon  $4.95 

Spicy  Chicken  Wings  $3.95 

Soups 

Chunky  Chili  $4.95 

Clam  Chowder  $4.95 

Soup  of  the  Day  $3.95 

Salads 

Garden  Salad  $2.95 

Caesar  Salad  $5.95 

Greek  Salad  $5.95 

Chef  Salad  $6.95 


Cold  Sandwiches 

Reuben 
Club  House 
Chicken  Salad 
Tuna  Salad 


Hot  Sandwiches 


Hot  Roast  Beef 

$6.95 

Hot  Turkey 

$6.95 

Hot  Corned  Beef  on  Rye 

$6.95 

Hamburger  Deluxe 

$4.95 

Cheeseburger  ^ 

$5.50 

Entree 

Lime  Bar-B-Q  Chicken  $8.95 

Smoke  House  Steak  $ I 1 .95 
Boston  Blue  Fish  $12.95 

Pork  Chops  $9.95 

Grilled  Sausage  $8.95 

Chicken  Cutlet  $7.95 

Rack  of  Lamb  $13.95 

Stir-fried  Chicken  $9.95 

Vegetarian  Stew  $9.95 

Beef  Stroganoff  $ I 1 .95 

Stuffed  Green  Peppers  $12.95 
Shepherd’s  Pie  $9.95 

Corned  Beef  Hash  $8.95 


Beverages 


Milkshakes 

$2.50 

Floats 

$1.95 

Iced  Tea 

$1.95 

Coffee 

$1.00 

Tea 

$1.00 

Hot  Chocolate 

$1.95 

Desserts 

Double  Chocolate  Cake 

$2.50 

Ice  Cream  Sundae 

$2.50 

Fruit  Cobbler 

$2.50 

Banana  Split 

$3.00 

Hot  Carmel  Pudding  Cake 

$2.95 

$5.95 

$5.95 

$4.95 

$4.50 
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Table  d’Hote  Menus 


V 

table  d’hote 
menu:  a menu 
in  which  an 
entire  meal  is 
presented  at  one 
inclusive  price 

A 


The  table  d’hote  menu  offers  guests — and  the  restaurant — the  convenience  of  ai 
entire  meal  at  one  price.  This  is  convenient  for  guests  because  they  don’t  need  to 
make  decisions;  it’s  convenient  for  the  restaurant  because  staff  know  what  to 
prepare  in  advance.  Table  d’hote  menus  are  commonly  used  for  banquets,  on 
board  ships,  and  in  fine-dining  rooms.  This  pricing  style  is  most  commonly  used 
for  lunch  and  dinner. 


Here’s  an  example  of  a table  d’hote  menu: 


English  Garden  Cafe 


m 


TABLE  D'HOTE  DINNER  MENU 


Crab  Salad 

Fresh  Orange  Segments  and  Yogurt  Dressing 


Egg  Drop  Soup 


With  Herbed  Croutons 


Chicken  Dijon 

With  Fresh  Asparagus 


Lemon  Ice 


Coffee  or  Tea 


ml 


mi 


$35.00  per  person 
plus  7%  GST 
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Carte  du  Jour  Menus 

V 

■arte  du  jour  A carte  du  jour  menu  lists  daily  specials.  The  menu  may  be  presented  in  a 

nenu:  a menu  number  of  ways.  It  could  be  written  on  a blackboard  or  whiteboard,  presented  as  a 

n which  daily  table  tent  (a  card  bent  in  half  so  that  it  stands  like  a tent  on  the  table),  attached  to 

peaals  are  listed  ^he  ^ ja  carte  menu>  or  simply  described  orally  by  the  server.  Carte  du  jour  menus 

may  be  used  at  breakfast,  lunch,  or  dinner. 

What  follows  is  an  example. 


i 

1 


Carte  Du  Jour  Menu 


Fresh  Fruit  Salad  with  Plain  Yogurt 

$5.95 

Spinach  Salad 

$4.95 

Soup 

Chunky  Green  Pea  and  Ham  Soup 

$2.95 

Hot  and  Cold  S a n d w i 

i c h e s 

Hot  Turkey 

$4.95 

Assorted  Finger  Sandwiches 

$4.95 

Entree 

Chicken  Pot  Pie 

$4.95 

Desserts 

Tapioca  Pudding 

$1.95 

Fresh  Blackberries 

$2.95 

Soft 

Rock 

Cafe 


Mj 


r-7! 

Mj 
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Teamwork 


1.  Create  one  a la  carte  and  one  table  d’hote  menu.  Use  the  following  foods: 
garden  salad,  clam  chowder,  chicken  florentine,  rice  pilaf,  steamed  broccoli, 
fresh  melon,  and  coffee  or  tea.  Make  up  prices  as  necessary.  Create  a name 
for  your  establishment  and  include  it  somewhere  on  the  menu. 

If  you  have  a study  partner,  work  together  on  this  task.  If  you  have  access  to  a 
computer  and  an  appropriate  application,  by  all  means  use  it. 


Compare  your  menus  with  those  in  the  Appendix,  Section  3:  Activity  I . 


1 
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Types  of  Menus 


Before  you  can  begin  planning  and  designing  menus,  you  must  decide  what  type(s) 
of  menu  your  establishment  will  require.  There  isn’t  much  sense  in  creating  a 
breakfast  menu  if  you’re  not  open  for  breakfast.  There  are  four  basic  types  of 
menus: 


• breakfast  menus 

• lunch  menus 

Breakfast  Menus 


• dinner  menus 

• speciality  menus 


Foods  offered  on  breakfast  menus  are  fairly  traditional.  Most  breakfast  menus 
include  eggs,  bacon,  sausage,  pancakes,  French  toast,  waffles,  cereals,  fruit  juice, 
muffins,  cinnamon  buns,  and  coffee  and  tea.  Customers  are  usually  looking  for  a 
quick,  simple,  and  inexpensive  meal.  Most  breakfast  menus  have  a la  carte 
pricing,  though  a carte  du  jour  menu  may  also  be  offered. 

Luncheon  Menus 


People  have  a limited  amount  of  time  for  lunch;  therefore,  it’s  important  to  offer  a 
wide  selection  of  items  that  can  be  prepared  quickly.  A la  carte,  carte  du  jour,  and 
simple  table  d’hote  menus  are  suitable  for  lunch.  In  full-service  restaurants, 
guests  are  encouraged  to  order  the  special  from  the  carte  du  jour  menu  because 
it’s  quick  and  easy  to  prepare  and  serve. 


Dinner  Menus 

Guests  typically  have  more  time  at  dinner.  They’re 
usually  seeking  a larger,  more  elaborate,  and  more 
expensive  meal  than  what  might  be  offered  at 
lunchtime.  Traditionally  dinner  menus  have 
offered  a large  variety  of  selections  in  all  menu 
categories.  All  pricing  styles  are  suitable  for 
dinner  menus. 
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Speciality  Menus 


speciality 
menu : a menu 
over  and  above  a 
restaurant’s 
regular  menu;  for 
example,  a 
children ’s  menu 
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Some  examples  of  speciality  menus  with  which  you  might  be  familiar  are 

• children’s  menus  • dessert  menus 

• seniors’  menus  • California  menus 

• menus  for  alcoholic  beverages 

There  are  many  other  types  of  speciality  menus  that  an  establishment  might 
choose  to  use  depending  on  their  guests  and  the  needs  of  the  operation. 


Children’s  menus  usually  serve  two  purposes:  one  is  to  offer  small  portions  of 
limited  menu  items  and  the  other  is  to  entertain  children  while  parents  and  other 
diners  eat  their  meal.  Children’s  menus  may  offer  activities  such  as  pictures  to 
colour,  mazes,  and  games.  Family  restaurants  typically  offer  children’s  menus. 

Seniors’  menus  provide  smaller,  healthier  portions  for  people  over  sixty-five  years 
old.  Many  older  people  appreciate  the  savings  this  provides  as  well  as  the  health 
benefits  involved. 

Alcoholic-beverage  menus  can  be  presented  as  a table  tent,  as  part  of  the  regular 
menu,  or  as  a separate  menu.  This  can  be  an  extensive  menu  including 
descriptions  of  mixed  alcoholic  drinks,  wines,  and  nonalcoholic  drinks  or  a brief 
list  of  beers,  wines,  and  hard  liquor. 


Dessert  menus  are  often  included  with  the  regular  menu  or  presented  on  a table 
tent  or  as  a separate  menu.  Selling  desserts  to  guests  is  important  for  most 
establishments,  and  many  guests  enjoy  finishing  their  meal  with  something  sweet. 
Some  restaurants  specializing  in  desserts  offer  a wide  variety  of  delicious  and 
unusual  items  to  choose  from  while  other  restaurants  offer  more  traditional 
selections  such  as  assorted  pies,  cakes,  and  ice  cream. 


California 

menu:  a menu 
hat  includes 
breakfast,  lunch, 
2nd  dinner 
selections  all  in 


The  California  menu  includes  breakfast,  lunch,  and  dinner  selections  all  on  one 
menu.  Guests  are  free  to  order  any  selection  at  any  time  of  the  day.  Smitty’s,  a 
franchised  family  restaurant  you  may  have  visited,  has  a California  menu  including 
a seniors’  section. 
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2.  What  types  of  menus  would  you  expect  the  following  restaurants  to  use? 

a.  a fine-dining  restaurant 

b.  a pancake  house 

c.  a downtown  cafe,  open  only  for  lunch 

d.  a family  restaurant 

e.  a steak  house,  open  from  5:00  p.m.  to  11:00  a.m. 


Compare  your  answers  with  those  in  the  Appendix,  Section  3:  Activity  L 


Those  are  the  basics  of  menu  types  and  pricing  styles.  Now  that  you’ve  mastered 
this  material,  you’re  ready  to  go  on  to  the  business  of  planning  a menu. 


ACTIVITY  2 

Planning  a Menu 


in 

v 
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Now  you  know  something  about  the  varieties  of  menus  available  to  restaurants,  but 
could  you  put  together  an  effective  menu  yourself?  In  what  follows,  it’s  assumed 
that  this  is  a task  that’s  been  set  for  you;  you’ll  be  taken  through  many  of  the 
factors  you  must  consider  in  structuring  an  effective  restaurant  menu. 
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Knowing  Your  Guests 


In  Section  1 you  investigated  the  needs,  wants,  and  expectations  of  guests.  All 
guests  need  good,  nutritious  food.  Some  guests  have  very  specific  dietary  needs 
because  of  health  problems  such  as  diabetes,  food  allergies,  and  hypoglycemia. 
Still  others  follow  strict  religious  dietary  laws.  (You’ll  learn  how  to  meet  the  needs 
of  specific  dietary  requirements  later  in  this  section.)  Some  guests  may  need 
economically  priced  foods  while  others  may  require  quick,  efficient  service. 

1.  Interview  three  friends,  neighbours,  or  family  members  to  determine  their 
needs,  wants,  and  expectations  from  the  menu  selection  at  food-service  outlets. 
Arrange  an  appropriate  and  convenient  time  for  the  interview.  Arrive  at  the 
interview  prepared  with  pens,  pencils,  paper,  and  well-prepared  questions. 
Make  sure  that  the  interview  focuses  on  the  menu  items  and  not  on  service  or 
other  factors. 

Write  up  your  findings  in  a brief  report. 


Compare  your  answers  with  those  in  the  Appendix,  Section  3:  Activity  2. 


As  you  know,  all  restaurant  customers  need  good,  nutritious  food.  Using  Canada’s 
Food  Guide  to  Healthy  Eating, ; a publication  of  Health  and  Welfare  Canada,  can 
provide  menu  planners  with  valuable  nutritional  information  when  beginning  to 
plan  menus  to  meet  the  needs  of  their  customers.  The  fact  that  people  are 
concerned  about  their  nutritional  intake  can  be  a selling  feature  for  healthy  menu 
items.  A nutritious,  well-balanced  diet  should  include  the  recommended  daily 
number  of  items  from  Canada ’s  Food  Guide  to  Healthy  Eating. 

2.  Following  is  a page  reprinted  from  Canada’s  Food  Guide  to  Healthy  Eating. 
Study  it;  then  use  the  information  it  contains  to  answer  the  questions  that 
follow  it. 
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TO  HEALTHY  EATINQ 


Different  People  Need  Different  Amounts  of  Food 

The  amount  of  food  you  need  every  day  from  the  four  food  groups  and  other 
foods  depends  on  your  age,  body  size,  activity  level,  whether  you  are  male  or 
female,  and  if  you  are  pregnant  or  breast-feeding.  That's  why  the  Food  Guide 
gives  a lower  and  higher  number  of  servings  for  each  food  group.  For 
example,  young  children  can  choose  the  lower  number  of  servings,  while 
male  teenagers  can  go  to  the  higher  number.  Most  other  people  can  choose 
servings  somewhere  in  between. 


ftrajn  1 Serving  2 Servings 

Products  --  oH0t  , 

— — __  Cereal 

5-12  £ ^ 

SERVINGS  PER  DAY  | c ^ 3/4  cup 

Rice1 * 3” 

1 Bagel,  Piia  or  Bun 

milk  ■ ■ \ ■ 



SERVINGS  PER  DAY^j 
Children  4-9  years  2-3 
Youth  10-16  years:  3-4  " ’• 
Adults:  2-4 

Pregnant  & Breast-feeding 
Women  3-4 


1 Serving 


1 Serving 


. Fish 


Beans 
125-250  mL 


Meat,  Poultry  or  Fish 
50-1 00 g 


1 /3— 2/3  Can 
gHH  50—1 00  g 

© 

1-2  eggs 


!°0g 

W Peanut 
1/3  cup  Butter 

30  mL  2 tbsp 


Other 

Foods 


Taste  and  enjoy- 
ment can  also 
come  from  other 
foods  and  bever- 
ages that  are  not 
part  of  the  four 
food  groups.  Some 
of  these  foods  are 
higher  in  fat  or 
calories,  so  use 
these  foods  in 
moderation. 


Enjoy  eating  well , being  active  and  feeling  good  about  yourself  That'  sVITALlTf 


1 Health  and  Welfare  Canada,  Canada’s  Food  Guide  (Ottawa:  Minister  of  Supply  and  Services  Canada,  1995),  1. 

Reprinted  by  permission. 
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a. 


Using  the  information  on  this  page,  fill  in  the  recommended  daily  servings 
for  each  of  the  following: 


1)  Grain  Products 


2) 


Vegetables  and  Fruit 
Milk  Products 


• for  children  four-to-nine  years  old 

• for  youths  ten-to-sixteen  years  old 

• for  adults 

• for  pregnant  and  breast-feeding  women 
4)  Meat  and  Alternatives 

b.  What  conclusions  or  generalizations  in  terms  of  menu  planning  can  you 
make  from  these  considerations? 


Compare  your  answers  with  those  in  the  Appendix,  Section  I : Activity  2. 


I don't  get  it.  There's  absolutely  no  mention  in  the  food 
S £u'de  °f  mY  Personal  favourite  food  group — chocolate! 

' W 


▼ 

trends:  long- 
term changes  in 
the  habits  of  the 
general 
\population 


Restaurant  goers  often  want  to  try  new  foods  and  are  influenced  by  eating  trends. 
Trends  in  the  food-service  industry  are  long-term  changes  in  the  population’s 
eating  habits.  Today,  more  often  than  in  the  past,  people  are  selecting  low-  or 
nonalcoholic  beverages  and  want  a selection  of  exciting  and  inviting  drinks  on 
menus.  Customers  have  also  developed  a desire  for  fresh  foods.  Fresh  fruit, 
vegetables,  salads,  seafood,  and  meats  are  being  offered  on  menus  to  reflect  this 
trend.  At  present  our  population  is  aging,  and  trends  will  continue  to  reflect  the 
needs  of  people  who  are  getting  older. 


Many  people  enjoy  escaping  their  lives  for  a few  hours  and  want  food  items  to 
provide  adventure  and  excitement.  New  exotic  foods  or  foods  served  in  a unique 
way  are  becoming  very  popular.  Tropical  fruits  are  served  with  salad  and  entrees 
and  for  dessert.  Items  are  being  served  on  or  in  unusual  serving  dishes,  thereby 
creating  the  excitement  and  adventure  people  are  seeking. 
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But  people  also  want  traditional  food  items.  Old  favourites  like  roast  beef,  gravy, 
and  mashed  potatoes;  liver  and  onions;  and  apple  pie  will  always  be  offered  on 
family  restaurant  menus.  Menus  must  balance  exotic  new  foods  with  traditional 
dishes.  This  balance  of  old  and  new  will  provide  for  the  needs,  wants,  and 
expectations  of  all  guests. 

Knowing  Your  Operation 

Every  food  outlet  has  the  same  goal:  to  increase  or  maximize  profits.  The  menu  is 
the  best  tool  for  achieving  this  goal.  Operation  factors  to  consider  when  planning 
menus  are 

• intended  dining  experience 

• equipment  available 

• number  and  skills  of  personnel 

• food-quality  standards 

• budget 

Balancing  the  needs,  wants,  and  expectations  of  guests  with  those  of  the  operation 
isn’t  always  easy,  but  it  must  be  accomplished  to  ensure  the  success  of  the 
restaurant. 

The  Intended  Dining  Experience 

The  experience  you  expect  customers  to  have  in  your  restaurant  is  largely 
determined  by  the  type  of  restaurant  you  operate.  If  you  think  back  to  the  four 
types  of  restaurants  discussed  in  detail  in  Section  1 (fine-dining,  speciality-ethnic, 
family  and  fast-food),  you  can  begin  to  predict  the  intended  experience. 

Guests  are  attracted  to  restaurants  that 
offer  a consistent  food  experience.  The 
menu  can  help  to  achieve  the  intended 
experience  by  complementing  the 
decor  and  helping  to  create 
atmosphere.  For  example,  a fine- 
dining  establishment  might  have 
a very  elaborate,  elegant  menu 
with  a leather  cover  and  fancy 
tassels.  Family  restaurants 
might  have  plastic-laminated 
menus  on  a bright  white 
background  with  colourful 
pictures  and  a children’s  menu.  A 
deli  might  use  a chalkboard  to  list 
all  its  menu  selections.  In  each  case  the  menu  helps  to  create  the  intended 
experience.  For  example,  the  Old  Spaghetti  Factory,  a well-known  restaurant, 
prints  its  menus  in  old-fashioned  black  type  on  plain  newsprint  complemented  with 
turn-of-the-century  graphics  and  pictures.  This  adds  to  the  old-fashioned  decor  of 
the  restaurant  to  give  customers  a dining  adventure  from  the  past. 
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Several  techniques  are  available  when  planing  menus  to  ensure  that  they 
contribute  to  the  intended  dining  experience.  Always  choose  names  and 
descriptions  of  dishes  carefully,  and  select  both  a suitable  typeface  (consider  size 
and  type)  and  paper  (look  at  both  texture  and  colour).  Ensure,  as  well,  that  any 
artwork  used  complements  the  paper  and  typeface;  and  make  sure  that  the  layout 
and  arrangement  of  text  and  graphics  are  pleasing  and  suitable. 

Available  Equipment 

A food  establishment  can  serve  only 
food  that  it  can  prepare.  A hot-dog 
stand  can  sell  only  hot  dogs 
because  that’s  all  it  can  easily 
produce.  A small  kitchen  with 
only  a deep-fat  fryer  and  grill 
can’t  bake,  broil,  or  roast  items. 

The  menu  couldn’t  include  baked 
lasagna  or  roast  chicken  simply 
because  the  establishment 

doesn’t  have  the  equipment  needed  to  prepare  those  types  of  food. 

However,  it  can  offer  deep-fried  foods  and  anything  that  can  be  grilled  such  as 
hamburgers  and  fries. 

Very  large  kitchens  can  make  almost  any  item  but  will  still  have  restrictions.  For 
instance,  they  might  not  have  equipment  to  make  fresh  pasta,  homemade  ice 
cream,  or  some  ethnic  foods;  therefore,  items  like  these  couldn’t  be  offered  on  the 
menu. 

A well-planned  menu  will  use  all  the  equipment  equally,  never  overworking  one 
piece.  A good  selection  of  foods  prepared  in  a variety  of  ways  will  help  with  this. 
As  a menu  planner,  you  must  know  the  capacity  of  each  piece  of  equipment  in  your 
restaurant.  If  only  five  turkeys  can  be  cooked  in  an  oven,  the  menu  must  be 
designed  so  that  no  more  than  five  turkeys  will  be  required  at  any  given  meal. 

Personnel 

Just  as  you  must  know  the  equipment  and  capacity  of  the  kitchen  of 
your  restaurant,  you  must  also  know  the  skills  and  capacity  of  the 
kitchen  staff.  If  the  staff  doesn’t  know  how  to  make  spun-sugar 
desserts,  you  can’t  put  these  on  the  menu.  By  contrast,  you 
should  include  items  that  your  staff  are  skilled  at  preparing.  If 
the  chef  makes  a wonderful  souffle,  and  a delicious  duck  a l’orange, 
and  the  equipment  and  the  customer  demand  exists,  then  by  all 
means  include  them  on  the  menu.  And  remember,  it’s  important  that 
your  serving  staff  be  educated  about  the  main  ingredients, 
preparation  methods,  and  serving  requirements  of  every  item 
offered. 
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3.  You’ve  just  bought  a very  small  food  outlet  in  a mall.  The  only  equipment  you 
have  is  a regular  four-burner  stove  with  a standard-sized  oven  and  a large 
kitchen  refrigerator. 

Design  an  a la  carte  menu  using  a suitable  typeface,  appropriate  artwork,  and 
other  menu  layout  techniques.  Include  the  name  of  your  outlet.  Remember, 
you  can  offer  only  foods  that  you  can  prepare  on  your  equipment. 

If  you  have  access  to  a computer  and  appropriate  applications,  use  it  to  design 
some  or  all  of  your  menu.  Otherwise,  create  the  menu  by  hand. 


Compare  your  answers  with  those  in  the  Appendix,  Section  3:  Activity  2. 


Food-Quality  Standards 

Care  should  be  taken  to  ensure  that  menu  items 
can  be  prepared  and  purchased  in  the  quantity  and 
quality  that  the  outlet’s  standards  dictate.  For 
example,  if  you  put  mangoes  on  your  a la  carte 
menu,  you  must  be  certain  that  sufficient  supplies 
of  quality  mangoes  are  available  all  year.  High- 
quality  mangoes  might  be  available  only 
seasonally  and  therefore  should  be  listed  on  the 
carte  du  jour  menu  when  they’re  available.  Check 
with  suppliers  about  the  availability  of  any  items 
you’re  considering.  Planning  a menu  is  time 
consuming;  and  once  printed,  it’s  expensive  and 
difficult  to  change.  Including  poor-quality  products  that  might  be  periodically 
unavailable  can  damage  the  reputation  of  a restaurant.  High  food  quality  and 
dependable  supplies  will  help  your  operation  maintain  food-quality  standards  and 
meet  guest’s  needs,  wants,  and  expectations. 

Budget  Considerations 

Menus  should  provide  information  and  visual  pleasure,  and  they  should  offer 
nutritional  food.  But  these  considerations  have  to  be  balanced  against  costs.  If 
that  isn’t  done,  the  restaurant  simply  won’t  survive. 

Menu  prices  can  be  calculated  by  using  mathematical  formulas.  Here’s  a formula 
that  can  be  used: 


Menu  Price  = 


cost  of  producing  one  serving 


.35 
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For  example  if  the  cost  of  one  serving  of  roast  beef  sandwich  is  $1.50,  then  you’d 
complete  the  following  calculation: 


$1.50  / x 

Menu  Price  = = $4.29  ( rounded  ) 

.35  1 ' 


Many  menu  planners  use  this  formula  to  derive  their  prices.  Some  planners, 
however,  complete  no  math  calculations;  instead,  they  use  the  fair  price  system, 
simply  guessing  what  prices  guests  would  perceive  as  fair. 


But  it’s  important  that  a minimum  menu  price  be  established  using  a mathematical 
calculation.  Then  exact  prices  can  be  set  adding  to  calculated  costs  as  the  menu 
planners  deem  prudent.  For  instance,  the  item  in  the  example  must  sell  for  at  least 
$4.29  but  could  be  priced  at  $4.95,  $5.95  or  $6.95.  The  amount  added  to  the 
calculated  price  may  be  determined  by  the  type  of  restaurant  where  it’s  served.  A 
fine-dining  restaurant  using  table  linens  and  elaborate  table  settings  might  charge 
$8.95  while  a cafeteria  with  minimum  staffing  might  charge  only  $4.50. 


4.  Complete  the  necessary  calculations  to  determine  menu  prices  for  the 

following  items.  Of  course  you’ll  have  to  estimate  appropriate  prices  for  the 
fine-dining  and  family  restaurants  based  on  the  calculated  minimum  prices. 


Compare  your  chart  with  the  one  in  the  Appendix,  Section  3:  Activity  2. 
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Menu  Categories 


▼ 

appetizers: 

small  portions  of 
food  served  before 
a meal  to 
stimulate  the 
appetite 

calamari:  deep- 
fried  squid  rings, 
either  breaded  or 
battered 

pate:  a spread 
ofpureed 
seasoned  meat 

chef’s  salad:  a 

salad  that 
combines  meat, 
cheese,  and  hard- 
boiled  eggs  with 
greens 

A 


bagel:  a firm, 

doughnut-shaped 

roll 

croissant:  a 

rich,  flaky, 

crescent-shaped 

roll 

A 


Some  menus  use  only  two  categories  while  others  use  twelve  or  more.  The  nine 
most  common  categories  used  are 

• appetizers  • cold  sandwiches  • side  orders 

• salads  • soups  • beverages 

• hot  sandwiches  • entrees  • desserts 

Appetizers 

Appetizers  are  small  portions  of  food  that  are  served  before  a meal  to  stimulate 
the  appetite.  This  could  include  such  things  as  hors  d’oeuvres,  calamari,  deep- 
fried  zucchini,  pate  and  crackers,  shrimp  cocktail,  and  potato  skins.  Each 
restaurant  will  have  its  own  appetizer  selections.  If  there  are  only  a few  soup  and 
salad  selections,  they’re  often  listed  under  the  appetizer  heading.  Recent  food 
trends,  however,  have  increased  demand  for  fresh  and  healthy  foods;  and  now 
many  restaurants  offer  a wide  selection  of  salads  listed  in  their  own  category.  The 
situation  is  similar  with  soups. 

Salads 

Salads  are  made  from  a variety  of  ingredients  including  fresh 
garden  greens,  vegetables,  potatoes,  and  pasta.  Some  salads  are 
served  as  a side  dish  (potato  salad  and  coleslaw  for 
example) , appetizer,  or  entree  (chef’s  salad,  for 
instance). 

Hot  Sandwiches 

Hot  sandwiches  are  most  common  in 
family  restaurants  or  perhaps  restaurants 
serving  a large  number  of  truck  drivers. 

Sometimes  hamburgers  are  listed  under 
this  category  and  other  times  they’re  listed 
under  their  own  heading.  Hot  sandwiches 
commonly  include 

• hot  beef  • an  open  or  closed  denver 

• hot  turkey  • beef  dip 

Cold  Sandwiches 

In  the  past,  sandwiches  have  almost  always  been  served  on  white  or  brown  bread. 
Now  sandwiches  are  often  served  on  a choice  of  white,  sourdough,  rye,  brown, 
whole-wheat,  or  whole-grain  breads  and  on  bagels  or  croissants.  This  reflects 
trends  towards  healthier  and  more  exciting  eating. 
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Some  common  cold  sandwiches  are 


•egg 

• tuna 

• chicken/ turkey  salad 


• ham  and  cheese 

• roast  beef 

• sliced  turkey 


• pastrami 

• corned  beef 

• Reuben 


Many  sandwich  shops  and  shops  catering  to  lunch  crowds  have  developed  their 
own  creations  offering  a selection  of  twenty  or  thirty  sandwiches  to  tantalize 
everyone’s  tastebuds. 


Soups 


V 

vichyssoise:  a 

cold  soup  made  of 
Potatoes,  cream , 
chicken  stock, 
and  leeks  or 
onions 

A 


There  are  two  types  of  soups:  hot  and  cold.  Hot  soups 
are  available  in  all  textures  and  tastes  varying  from 
thin  broth  to  thick,  chunky  cream  soups. 

Consomme  and  onion  soups  are  common  broth 
soups.  Clam  chowder  and  split  pea,  minestrone,  and 
cream  of  potato  soups  are  examples  of  thick-and- 
creamy  soups.  In  only  the  finest  dining  restaurants  are 
you  likely  to  find  cold  soups.  One  of  the  most  popular  of 
these  is  vichyssoise. 

Entrees 

Entrees  are  usually  the  first  items  a menu  planner  selects  for  a menu.  They’re  the 
main  course  of  the  meal  and  can  include  hot  and  cold  sandwiches,  seafood,  fish, 
pasta,  chicken,  roasted  meats,  steaks,  stews,  and  egg  dishes.  Some  fine-dining 
restaurants  and  restaurants  with  extensive  menus  list  each  of  these  items  in 
separate  categories.  Entrees  are  usually  the  most  expensive  selections  on  the 
menu. 


Hors  d’ oeuvres!  Pate!  Vichyssoise!  Croissants! 

Entree!  Is  this  a course  in  tourism  studies  or  French?! 


Yes,  there  are  many  French  terms  to  be  learned  in  this  area. 
The  French  people  have  been  very  influential  in  the  world  of 
upscale  cooking  and  fine  dining.  If  you’re  uncertain  about  any 
pronunciations,  your  dictionary  can  help. 
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espresso:  strong 
coffee  brewed  by 
forcing  steam 
through  darkly 
roasted  beans 

cappuccino:  a 

coffee  drink  made 
with  espresso, 
foamed  milk,  and 
possibly  flavoured 
syrup 

cafe  au  Sait: 

coffee  blended 
with  an  equal 
part  of  hot  milk 


Side  Orders 

Side  orders  can  consist  of  salads,  sauces,  or  small  servings  of  entree  items. 
Common  side  orders  are  potato  salad,  coleslaw,  fries,  and  gravy. 

Side  orders  help  establishments  to  better  meet  the  needs,  wants,  and  expectations 
of  their  guests.  Guests  can  select  and  order  side  dishes  to  customize  their  meals, 
or  they  can  order  a side  order  if  a full  meal  is  too  much. 

Beverages 

The  beverage  category  usually  doesn’t  include  alcoholic  drinks.  Traditionally  soft 
drinks,  milk,  juices,  hot  chocolate,  tea,  and  coffee  are  offered  in  this  category. 
Nowadays,  along  with  traditional  selections  you  can  often  find  bottled,  sparkling, 
or  flavoured  waters,  skim  and  chocolate  milk,  exotic  juices,  herbal  teas,  espresso, 
cappuccino,  cafe  au  lait,  and  decaffeinated  coffee. 

Desserts 


Desserts  are  sweet  endings  to  a meal.  They  can 
range  from  rich  cheesecakes  to  light  and 
nutritious  fruits.  Desserts  are  usually  high-profit 
items,  and  servers  are  encouraged  to  sell 
them  by  using  up-selling  techniques. 

Traditional  desserts  include  assorted  fruit 
and  cream  pies,  ice  cream,  Jell-0™,  puddings, 
and  cakes.  Reflecting  the  trend  for  more 
exciting  and  unusual  menu  items,  some 
restaurants  now  offer  elaborate,  less 
traditional  desserts.  These  might  include 
exotically  flavoured  cheesecakes,  French 
pastries,  brandied  or  liqueured  desserts,  and  a 
host  of  other  delicious  offerings. 


5.  Earlier  in  this  activity  you  designed  a menu;  now  you’ll  be  creating  two  more. 

a.  Create  an  a la  carte  menu  using  all  nine  menu  categories;  list  at  least  two 
items  under  each  category. 

b.  Create  a table  d’hote  menu  using  the  six  most  suitable  menu  categories. 

Remember  for  both  menus  to  use  a suitable  typeface,  appropriate  artwork  (if  you 
think  your  menus  would  benefit  from  artwork)  and  a pleasing  layout.  Feel  free  to 
use  a computer  if  you  have  access  to  one. 


Compare  your  menus  with  those  in  the  Appendix,  Section  3:  Activity  2. 
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This  has  been  another  rather  lengthy  activity,  but  you’ve  learned  a good  deal.  Now 
you  can  create  and  identify  menus  using  three  pricing  styles;  consider  all  the 
factors  necessary  for  planning  and  developing  a menu;  and  list,  describe,  and 
reproduce  at  least  nine  menu  categories. 


ACTIVITY  3 


Satisfying  the  Guest 

Imagine  this  situation.  You’re  out  with  a party  of  friends 
to  celebrate  a special  occasion  at  a very  expensive 
restaurant.  As  the  server  presents  the  menus,  one 
member  of  your  group  tells  her  that  he  has  a 
digestive  disorder  that  prevents  him  from  eating 
anything  containing  flour  or  bread;  he  asks  for 
advice  as  to  what  he  should  order.  The  server  has 
no  idea,  so  she  reluctantly  goes  to  ask  the  chef. 

Fifteen  minutes  later  she  returns  to  say  that  all  the 
entrees  have  breading  or  sauce  thickened  with  flour. 

All  that’s  left  for  your  friend  to  eat,  she  informs  him, 
is  salad  and  appetizers.  The  evening  is  ruined  for 
your  friend — and  by  extension  for  everyone  else. 

At  the  prices  you’re  paying,  you’d  expected  the  restaurant  to  try  harder  to  look 
after  its  guests’  individual  needs. 


Although  eating  establishments  plan  to  meet  the  needs,  wants,  and  expectations  of 
its  customers,  there  will  always  be  circumstances  requiring  specialized  treatment. 
Many  guests  have  specific  dietary  requirements  and  either  need  food  specially 
prepared  or  require  help  in  selecting  appropriate  menu  items.  Other  guests  will 
need  special  service  considerations  because  of  age  or  physical  conditions.  The 
degree  to  which  individual  needs,  wants,  and  expectations  are  met  determines  the 
level  of  guest  satisfaction  in  any  eating  establishment. 

Special  Dietary  Requirements 

Guests  will  tell  you  if  they  have  special  dietary  requirements.  Some  guests  will 
phone  ahead  while  other  requests  will  be  handled  at  the  dining  table.  There  are 
several  common  types  of  special  dietary  requirements.  Some  are  doctor-ordered 
for  health  reasons.  For  example,  a diabetic  must  restrict  the  intake  of  sugars,  fat, 
and  cholesterol.  Most  diabetics  must  plan  their  diet  carefully  and  eat  three  meals 
and  two  snacks  at  precise  intervals  each  and  every  day.  Cholesterol-restricted 
diets  reduce  cholesterol  and  fat,  and  may  restrict  sodium,  sugar  and  alcohol,  egg 
yolks,  fatty  meats,  cheese,  whole  milk,  and  rich  desserts.  Low-sodium  diets  vary 
from  simple  “no-salt-added”  rules  to  tight  restrictions  on  many  foods.  And  of 
course  many  people  are  on  restricted  diets  because  of  specific  food  allergies. 
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V 

kosher: 

prepared 
according  to 
Jewish  law 


Religion  also  dictates  the  dietary  intake  of  some  guests.  The  Jewish  faith,  for 
example,  dictates  very  strict  and  extensive  dietary  laws.  Food  prepared  in  the 
orthodox  Jewish  manner  is  called  kosher.  Dairy  and  meat  products  cannot  be 
mixed.  For  example,  beef  Stroganoff  (beef  in  sour-cream  sauce)  would  never  be 
served  at  a Jewish  banquet.  Lard  or  animal  fats  cannot  be  used,  and  pork  and 
shellfish  are  prohibited. 


Islamic  religions  usually  forbid  the  consumption  of 
pork.  This  includes  anything  prepared  in  pork  fat. 
Labels  on  cooking  oil  containers  must  carefully  be 
checked  to  see  if  any  pork  fats  are  involved. 


Some  guests  have  simply  adopted  specific 
eating  lifestyles.  Vegetarians,  athletes,  and  the 
elderly  may  fall  into  this  group.  There  are 
degrees  of  vegetarianism.  Strict  vegetarians 
consume  no  animal  products.  They  don’t  eat  meat, 
fish,  poultry,  eggs,  or  cheese,  and  they  don’t  drink 
milk.  Other  vegetarians  avoid  red  meat  but  will 
eat  small  amounts  of  poultry,  fish,  eggs,  and 
cheese  and  will  drink  milk.  The  important 
thing  to  do  for  vegetarians  is  to  provide  a wide 
variety  of  vegetables,  whole  grains,  rice,  pasta, 
and  fruits  prepared  in  vegetable  oil,  if  oil  is  to  be  used. 


Innovation 


fiisfc 


1.  Prepare  an  a la  carte  menu  for  either  vegetarians,  diabetics,  or  members  of  the 
Jewish  faith  who  adhere  strictly  to  the  rules  of  eating  kosher  foods.  Use  the 
following  categories: 

• soup 

• salad 

• entree 

• dessert 

• beverage 

Include  three  selections  under  each  category  in  your  menu.  If  you  aren’t  sure 
about  the  sorts  of  foods  to  include  in  every  case,  just  do  your  best. 


Compare  your  answers  with  those  in  the  Appendix,  Section  3:  Activity  3. 


Special  Service  Requirements 

If  you  ever  do  work  in  a restaurant,  remember  that  at  any  time  on  any  day  you 
could  be  faced  with  an  opportunity  to  serve  a customer  with  special  needs.  Being 
prepared  will  help.  Try  to  be  patient,  understanding,  and  helpful;  the  guest  will 
appreciate  your  efforts.  If  you  can’t  handle  the  situation,  ask  for  help  from  a 
supervisor  or  manager. 


88 


SECTION  3:  Operating  a Food-Service  Business 


Guests  with  physical  disabilities  should  be  helped  only  when  necessary.  Those  in 
wheelchairs  will  appreciate  an  easy-access,  low-traffic  table.  You  may  need  to  read 
menus  to  visually  impaired  guests  and  ensure  that  those  with  hearing  impairments 
can  see  your  face  and  mouth  at  all  times.  Guide  dogs  are  permitted  to  accompany 
visually  impaired  guests  into  the  dining  area;  you  should  try  to  place  the  guests  in 
an  area  where  their  dogs  will  also  be  comfortable.  It’s  vital  that  you  don’t 
overreact  to  situations  like  these.  If  you’re  not  sure  how  to  help,  simply  ask.  The 
guest  will  tell  you  what  he  or  she  requires. 

When  greeting  customers  with  young  children, 
suggest  a highchair  or  booster  chair.  Try  to  seat 
guests  with  young  children  away  from  other  guests. 

Place  highchairs  close  to  the  table.  If  you  have  a 
children’s  menu,  present  it  with  the  regular  menu. 

Ask  older  children — above  age  seven  or  eight — if 
they’d  like  a children’s  menu.  Direct  most  of  your 
questions  to  the  parents  for  children  under  ten. 

When  children  order  their  own  meals,  confirm  the 
order  with  their  parents.  Always  bring  food  orders  to 
groups  with  children  as  quickly  as  possible.  Offer 
crackers  or  bread  sticks  to  parents  when  small 
become  fussy. 

Many  people  dine  alone.  Some  are  simply  travelling  while  others  live  by 
themselves.  When  you  greet  such  guests,  don’t  emphasis  their  singularity.  Simply 
ask,  “Table  for  one?”  Seat  single  guests  at  small  tables  where  they  won’t  feel 
conspicuous.  Seating  a lone  customer  at  a table  in  the  centre  of  several  tables  of 
groups  will  possibly  make  him  or  her  uncomfortable.  If  it’s  possible,  give  this 
guest  some  extra  attention,  but  be  very  careful  about  getting  into  long 
conversations. 

Elderly  guests  may  need  a great  deal  of  assistance  or  none  at  all.  Don’t  treat  all 
elderly  guests  the  same  way;  assist  whenever  and  wherever  necessary.  Point  out 
seniors’  menus  or  seniors’  discounts.  Assistance  may  be  required  in  reading  the 
menu.  You  may  need  to  talk  slowly  and  clearly  to  older  people  with  hearing 
difficulties. 


But  be  careful  never  to  insult  your  guests — especially  older 
ones — by  raising  your  voice  unnecessarily  or  explaining  things 
that  are  obvious.  Treat  elderly  people  as  you  would  other 
adults,  unless  you’ve  detected  some  reason  not  to. 
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2.  You’re  the  maitre  d’  for  a large  dining  room.  You  and  the  food-and-beverage 
manager  have  decided  to  begin  a letter-writing  campaign  to  special-needs 
groups.  The  letters  are  intended  to  encourage  use  of  your  establishment  by 
the  groups’  members.  Choose  one  of  the  special  needs  discussed  in  this 
section  and  write  a letter  of  invitation  describing  how  your  facility  can 
accommodate  those  needs. 


Compare  your  letter  with  the  one  in  the  Appendix,  Section  3:  Activity  3. 


Guest  Satisfaction 


If  a food  establishment  doesn’t  meet  people’s  needs,  they’ll  never  return  or 
recommend  the  restaurant  to  family,  neighbours,  or  friends.  The  same  is  true  for 
guests’  wants  and  expectations.  The  only  sure  way  to  guarantee  satisfaction  is  by 
meeting  and  exceeding  all  your  customers’  needs,  wants,  and  expectations. 

Studies  show  that  a large  number  of  unhappy  guests  never  complain  to  restaurant 
staff,  but  they  do  complain  to  many  of  their  friends,  family,  and  neighbours. 
Satisfying  guests  the  first  time  and  every  time  clearly  must  be  the  goal  of  all  food- 
service  establishments. 


Potential  customers  are  more  influenced  by  the  opinions  and  dining  experiences  of 
their  friends  than  by  advertising.  This  is 
another  reason  food-service  staff  should  be 
attempting  to  exceed  the  expectations  of  all 
guests.  Everyone  you  serve  is  a potential 
spokesperson  for  your  establishment. 


Guests  are  satisfied  if  they’re  served  by  a 
competent  and  personable  server.  Competent 
servers  follow  all  the  appropriate  service- 
standards  procedures  and  guidelines.  They 
never  overlook  details.  Their  customers 
should  never  have  to  request  a thing 
because  their  server  has  anticipated  their 
every  need.  But  remember,  a personable  server 
isn’t  a robot.  A server  should  always  be  friendly,  sincere,  and  genuine- 
efficient. 


-as  well  as 


a.  What  must  every  food-service  worker  do  to  ensure  that  guests  are 
satisfied? 


b.  How  often  must  food-service  workers  ensure  that  their  guests  are  happy? 

c.  Why  must  all  guests  needs  be  satisfied? 


Compare  your  answers  with  those  in  the  Appendix,  Section  3:  Activity  3. 
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Now  you  can  satisfy  guests’  special  dietary  and  physical  needs  and  requests.  As 
well,  you  can  discuss  how,  when,  and  why  all  guest  needs  must  be  satisfied.  Next 
you’ll  be  looking  at  food-service  standards. 


ACTIVITY  4 

Food-Service  Standards 


When  you’re  in  a restaurant,  what  do  you  value  most:  good  food  or  excellent 
service?  It  may  surprise  you  to  learn  that  studies  have  proven  that  the  magic 
ingredient  for  restaurant  success  is  excellent  service.  Excellent  service  can 
compensate  for  average  food  but  excellent  food  can’t  make  up  for  poor  service. 

Excellent  service  consists  of  two  factors: 

• correct,  knowledgeable  service 

• sincere  concern  and  warmth 

Both  of  these  factors  must  be  represented  in  each  and  every  staff  member  of  a 
restaurant.  All  staff  must  be  able  to  answer  guests’  questions  and  know  and 
practise  excellent  service  procedures.  As  well,  staff  must  be  warm,  welcoming, 
and  genuinely  pleased  to  be  meeting  and  serving  guests.  To  maintain  all  the 
service  standards  you’ve  learned  and  practised  in  this  module,  you  must  evaluate 
yourself  according  to  standards  and  criteria  for  excellent  food  service. 
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Many  restaurants  are  now  using  regular  employee  evaluations  to  maintain  and 
reward  excellent  service.  Once  a year  or  every  six  months,  employees  are 
evaluated.  Each  employee  has  a file  containing  the  results  of  his  or  her  last 
evaluation.  Managers  review  the  evaluations;  they  offer  praise  and  compliments  in 
areas  of  success,  and  make  suggestions  in  areas  of  weakness.  Often  the  employee 
and  the  manager  set  a goal  that  should  be  achieved  prior  to  the  next  evaluation. 

An  example  of  a goal  might  be  to  use  more  up-selling  techniques  or  to  acquire 
more  knowledge  about  wines. 

Checklists  are  useful  tools  and  are  used  in  the  food-service 
industry  to  review  and  evaluate  staff  performance. 

Checklists  can  be  used  to  train  staff,  assist  supervisors, 
judge  and  rate  employees’  performance,  and  solve  problems. 

Checklists  contain  standards  and  criteria  for  excellent 
performance.  They  can  be  used  to  measure  employees’ 
performance  in  such  areas  as 


• greeting  and  seating  guests 

• maintaining  dining-room  cleanliness 

• creating  and  maintaining  a pleasant  dining  atmosphere 

• offering  efficient,  courteous  service 

• preparing  and  serving  satisfactory  dishes 

• maintaining  a professional  image  and  attitude 

Greeting  and  Seating  Guests 

Excellent  greeting  and  seating 
procedures  should  be  followed  to 
ensure  that  all  guests  have  a good 
first  impression  of  the  establishment. 

First  impressions  affect  the  way  a 
guest  enjoys,  or  doesn’t  enjoy,  the 
rest  of  the  meal.  Guests  must  be 
greeted  or  acknowledged  within 
thirty  seconds  of  their  arrival.  (This 
seems  like  a short  period  of  time,  but 
try  standing  and  waiting  for  thirty 
seconds.  You’ll  find  that  it  seems  like 
a much  longer  time.)  As  guests 
arrive,  seat  them  at  the  most 
desirable  seats  you  have.  These  are 
usually  window  seats  or  seats  located 
around  the  outside  edges  of  the  room. 

Try  to  meet  a guest’s  request 
whenever  possible  and,  if  you  can’t, 
explain  the  reason. 
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Review  the  following  material  on  greeting  guests: 


• what  you’ve  just  read  in  this  activity 


! 


< 


• the  discussion  of  the  duties  of  the  maitre  d’  and  host  or  hostess  in 
Section  1:  Activity  3 

• the  discussion  of  greeting  customers  in  Section  2:  Activity  3 

Then  list  specific  behaviours  that  staff  must  demonstrate  in  greeting  and 
seating  guests  if  they’re  to  be  rated  as  excellent.  Compile  your  list  using  three 
headings  as  shown  here. 


GREETING  AND  SEATING  GUESTS 

Appearance 

Correct,  Knowledgeable 
Service 

Concern  and  Warmth 

Compare  your  list  with  the  one  in  the  Appendix,  Section  3:  Activity  4. 


Maintaining  the  Dining  Room 


The  dining  room  must  be  in  good  order  before  guests  are  seated.  Maitre  d’s, 
servers,  hosts/hostesses  and  bus  persons  must  ensure  that  the  dining  room  is 
perfect  for  customers.  Everything  from  floor  to  ceiling  and  wall  to  wall  should  be 
checked.  Managers  and  employees  can  use  a checklist  to  perform  mise  en  place. 
In  addition  to  the  table  setting  and  maintenance  standards  that  you  learned  in 
Section  2,  there  are  a few  more  things  you  should  check  when  performing  mise  en 
place. 

Tables  and  chairs  must  be  neatly  and  evenly  spaced  allowing  guests  easy  access 
and  comfortable  seating.  Chairs  and  tables  shouldn’t  wobble.  Pictures,  artwork, 
and  other  decorative  items  must  be  straight  and  free  of  dust.  Check  that  plants  are 
watered,  dust  free,  and  suitably  positioned  out  of  the  way  of  guests. 

Carpets  and  floors,  including  corners  and  under  tables,  need  to  be  clean  and  free 
of  litter.  Ensure  that  chairs  are  evenly  spaced  around  the  tables  and  free  of 
crumbs,  linens,  or  debris.  All  lights  and  fixtures  should  be  working  and  free  of 
dust  and  cobwebs. 


mise  en  place: 

a French 
expression  that 
means  putting 
things  where  they 
belong 

A 
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All  tables  should  be  clean  or  have  fresh 
linens.  Each  table  will  be  set  with  the 
correct  and  complete  table  setting.  Salt, 
pepper,  and  sugar  containers  should  all  be 
full  and,  along  with  table  centres,  in  their 
prescribed  locations.  Check  that  napkins 
are  correctly  folded  and  appropriately 
placed.  In  large  establishments  the  maitre 
d’  will  usually  check  for  this  sort  of  thing 
and  simply  announce  if  there  are  errors. 
Then  the  serving  staff  must  find  and 
correct  the  problems. 


2. 


Imagine  that  you’re  a maitre  d’  at  a 
major  Canadian  resort.  Develop  a 
checklist  that  can  be  used  to  perform 
mise  en  place.  Use  information  presented  in  this  section  as  well  as  anything 
you’ve  learned  in  other  sections.  The  checklist  has  been  started  for  you. 


A MISE-EN-PLACE  CHECKLIST 


wohhfy  chairs  or  tables 


Compare  your  checklist  with  the  one  in  the  Appendix,  Section  3:  Activity  4. 


Creating  a Pleasing  Atmosphere 


Very  often  restaurant  goers  are  looking  for  excitement  and  adventure;  this  is 
especially  true  if  they’re  at  a fine-dining  establishment.  Customers  want  to  feel 
that  they’ve  “got  away  from  it  all,”  and  the  atmosphere  in  a restaurant  should 
attempt  to  take  people  away. 


Atmosphere  can  be  created  through  such  things  as 

• location 

• decor 

• music 

• staff  uniforms  and  personalities 

• service  style 

• menu  selections 

• table  settings 

• decorations 

• entertainment 
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taco:  a thin 
; cornmeal  cake 
stuffed  usually 
\ with  meat, 
cheese,  and 
lettuce 

burrito:  a thin 
flour  cake  folded 
\ around  a filling 
\ofmeat,  cheese, 
\or  beans  and 
cooked 


enchilada : a 

thin  cornmeal 
cake  covered  with 
{meat  or  cheese, 
rolled ' and  spread 
| with  chili  sauce 


salsa:  a spicy 
\ sauce  made  from 
la  tomato  base 


refried  beans: 

cooked  beans  that 
are  fried,  mashed 
\and fried  again 


A Mexican  theme  restaurant  relying  on  all  of  the  above 
except  location,  would  likely  feature  decor  in  bright 
primary  colours,  stucco  walls  and  ceramic-tiled 
floors.  The  music  would  be  Mexican,  and  the  staff 
might  wear  Mexican-style  clothing.  Some  staff 
members  might  speak  Spanish.  The  service  style  could  be 
fast-food,  table,  or  buffet  service.  The  menu  would  probably 
offer  tacos,  burritos,  enchiladas,  salsa,  refried  beans,  and 
other  Mexican  creations.  The  table  would  be  set  with  a 
brightly  coloured  cloth  accompanied  by  equally  brightly 
coloured  napkins.  Dishes  might  be  simple  earthenware  or 
painted  with  Mexican  motifs.  Decorations  would  include  cactus 
plants,  Mexican  pottery,  pinatas,  bright  streamers,  large, 
colourful  paper  flowers,  and  sombreros.  If  entertainment  were 
offered,  it  might  include  traditional  Mexican  folk  dancers,  pinata  breaking 
celebrations,  and  a roving  mariachi  band. 


Of  course  not  all  atmosphere-creating  techniques  of  this  sort  are  used  in  every 
restaurant.  However,  creating  an  atmosphere  that  will  bring  people  back  will 
require  the  use  of  many  such  techniques  to  ensure  that  the  guests  have  a positive 
dining  experience. 


3.  Explain  how  you’d  create  the  intended  atmosphere  for  a restaurant  based  on 
one  of  these  themes: 


• a beach  party  • baseball  • royalty 


Set  up  your  explanation  using  these  headings: 


• Location 

• Decor 

• Music 

• Staff  uniforms 

• Staff  personalities 


• Service  style 

• Menu  selections 

• Table  settings 

• Decorations 

• Entertainment 


Compare  your  answers  with  those  in  the  Appendix,  Section  3:  Activity  4. 


Offering  Efficient,  Courteous  Service 

Surveys  have  revealed  that  few  people  feel  they  receive  excellent  service  in 
restaurants,  yet  most  employees  believe  they  give  excellent  service.  How  can  this 
be  possible? 

What  seems  to  be  needed  here  is  some  objective  standards  with  which  to  judge 
restaurant  service.  By  developing  written  standards  and  criteria  for  food-service 
workers,  you’ll  be  able  to  evaluate  the  service  they  give.  Here  again  you  can  use 
the  two  factors  of  excellent  service: 


• correct,  knowledgeable  service  • sincere  concern  and  warmth 
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4.  Read  the  following  scenario;  then  respond  to  the  questions  that  come  after  it. 


A group  of  friends  visited  a local  restaurant  to  celebrate  a 
birthday.  They  were  met  by  their  server  in  a prompt  and  friendly 
manner  and  seated  immediately  at  a comfortable  table  by  a 
window.  The  table  was  nicely  set,  and  the  group  enjoyed  the 
semi-formal  atmosphere.  After  allowing  an  appropriate 
length  of  time,  the  server  took  the  order,  beginning  with  the 
women,  but  he  didn’t  repeat  the  guests’  selections  back  to 
them.  The  meals  were  served  in  due  course,  some 
from  the  left  and  some  from  the  right;  all  the 
beverages  were  served  from  the  right.  One  person 
had  to  ask  for  more  water  and  another  for  coffee.  The 
dishes  were  all  cleared  away  promptly  between  courses 
and  a dessert  tray  was  presented;  but  when  asked,  the  server  could  tell  the 
guests  little  about  the  desserts.  The  food  was  excellent  and  the  atmosphere 
very  pleasant.  By  and  large  the  guests  left  feeling  satisfied  with  their  outing. 


a.  Use  the  checklist  that  follows  to  evaluate  the  server  in  this  scenario.  There 
are  ten  possible  check  marks;  so  after  completing  the  checklist,  rate  the 
server  out  of  a possible  score  of  ten. 


A SERVICE  CHECKLIST 

• server  warm  and  sincere 

• table  setting  correct 

• order  taken  correctly 

• good  knowledge  of  menu  items  demonstrated 

• order  repeated  to  guests 

• beverages  served  from  the  right 

• meal  served  from  the  left 

• dishes  cleared  between  courses 

• dessert  presented  or  suggested 

• no  need  for  guests  to  ask  for  anything 

• rating 

no 
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b.  If  the  total  bill  was  $85.00  and  the  standard  tip  is  15  percent  of  the  bill,  how 
much  of  a tip,  if  any,  would  you  leave  for  the  server? 

c.  Would  you  want  this  person  to  serve  you  again?  Give  reasons. 

d.  If  you  were  a server  would  you  want  to  work  with  this  server?  Explain  why 
or  why  not. 

e.  If  you  were  a manager,  would  you  want  this  server  working  in  your 
operation?  Explain  your  answer. 

f.  If  you  were  the  manager  and  this  server  were  working  in  your  operation, 
what  would  you  do? 


Compare  your  answers  with  those  in  the  Appendix,  Section  3:  Activity  4 


Serving  Satisfactory  Dishes 

Imagine  that  you’re  the  food  editor  for  an  upbeat  magazine.  You  review  one 
restaurant  every  month.  Today,  you’re  visiting  the  Uptown  Cafe.  The  restaurant  is 
well  located  for  downtown  workers  and  shoppers  and  it  has  an  inviting  and 
entertaining  atmosphere.  Your  greeter  is  knowledgeable,  warm,  and  welcoming, 
your  server  is  perfect  in  every  way,  and  the  facilities  are  clean  and  neat. 

Then  your  food  arrives.  Your  iced  tea  is  lukewarm,  your  soup  cold  and  flavourless; 
your  entree  is  fried  rather  than  broiled  as  describe  on  the  menu.  The  cauliflower 
has  had  the  nutrients  completely  boiled  out.  Everything  on  your  plate  is  white: 
the  plate  is  white,  the  chicken  is  white,  and  the  rice  is  white.  The  man  seated  at 
the  table  next  to  you  complains  to  the  server  that  his  steak  isn’t  the  cut  he 
ordered.  His  salad  is  wilted  and  his  steak  tough.  Another  guest  complains  that  the 
portions  are  too  small  and  that  she  expected  apple  sauce  to  be  served  with  pork. 

The  next  day  you  read  an  article  in  the  newspaper  about  the  restaurant.  The 
Department  of  Health  has  closed  the  establishment  because  it  did  not  use  safe 
food-handling  practices  and  several  cases  of  food  poisoning  had  resulted. 

5.  Basing  your  ideas  on  this  experience,  develop  a list  of  standards  that  could  be 
used  to  judge  food-and-beverage  products.  The  list  has  been  started  for  you. 


Compare  your  list  with  the  one  in  the  Appendix,  Section  3:  Activity  4 
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Marketing  a Professional  Image 


Food-service  workers  have  been  working  hard  at  developing  a professional  image. 
It’s  important  to  have  a professional  image  because  guests  are  more  likely  to 
return  if  they’re  being  served  by  competent,  sincere,  and  warm  staff.  The 
professionalizing  of  the  industry  will  help  guests,  employees,  and  employers. 
Guests  will  feel  safe  and  secure,  employers  will  have  fewer  problems  hiring 
excellent  staff,  and  employees  will  gain  respect  and  financial  benefits.  As  well,  new 
workers  entering  the  industry  will  be  assured  that  they’re  working  with 
professionals  and  learning  the  best  possible  service  routines  and  techniques. 

Professional  staff  must  be  competent  in  each  of  three  overlapping  areas: 


• knowledge  and  skills 

• personality 

• attitude 


You’ve  just  begun  to  learn  some  of  the  knowledge  and  skills  necessary  to  serve 
guests.  These  include  greeting,  seating,  and  serving  guests.  They  also  include 
dining-room  preparation  and  knowledge  of  menu  items.  All  these  things  take 
practice,  but  knowledge  or  skills  alone  won’t  make  you  a professional. 


Warmth  and  sincerity  of  personality  are  just  as  important.  You  should  be  friendly 
and  outgoing.  If  you  enjoy  meeting  all  types  of  people,  and  if  friends  find  you 
interesting,  caring,  and  genuine,  you  possibly  already  have  some  of  the  required 
qualities.  A simple  smile  coupled  with  immediate  attention  will  convey  warmth  and 
sincerity  to  your  guests.  But  these  things  must  be  genuine;  if  they’re  forced,  the 
guests  will  sense  it,  and  you’ll  end  up  hating  your  job. 
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So  / guess  the  bottom  line  is  if  you  really  don’t  like  working 
with  people,  you  shouldn’t  even  consider  serving  in  a restaurant. 


That’s  right.  It  wouldn’t  be  fair  to  the  guests 
and  it  certainly  wouldn’t  be  fair  to  you. 


Attitude  is  a small  thing  that  makes  a big  difference.  Your  attitude  is  on  display  to 
others  through  your  behaviour.  Food-service  workers  with  good  attitudes  come  to 
work  on  time  clean  and  appropriately  dressed.  They’re  friendly  and  cooperative 
with  other  staff  members,  willing  to  help,  and  not  given  to  complaining.  They 
perform  all  tasks  well  and  constantly  try  to  learn  and  improve.  A positive  attitude 
is  important  for  all  food-service  workers.  Kitchen  staff  and  service  staff  must 
display  positive  and  cooperative  attitudes  at  all  times.  This  will  ensure  that  guests 
are  served  in  the  way  that  will  keep  them  coming  back. 


6.  Using  the  information  you’ve  just  read,  write  an  attitude  checklist  for  food- 
service  workers.  The  checklist  has  been  started  for  you. 


Compare  your  checklist  with  the  one  in  the  Appendix,  Section  3:  Activity  4. 


You’ve  now  developed  a variety  of  checklists  with  which  to  evaluate  a food-service 
establishment.  A manager,  food-service  worker,  or  guest  could  use  these  lists  to 
evaluate  the  service  being  given.  Guests  might  evaluate  restaurants  to  find  the 
best  and  most  suitable  location  for  a special  celebration,  event,  meeting,  or 
conference.  Managers  would  evaluate  individual  workers  or  the  food  outlet  itself 
to  determine  areas  of  success  and  weakness.  Managers  might  provide  individuals 
with  checklists  or  forms  to  evaluate  the  outlet  from  an  outsider’s  perspective. 
Managers  and  staff  might  use  evaluations  to  see  whether  the  tasks  being 
performed  meet  the  needs,  wants,  and  expectations  of  guests.  Finally,  staff  might 
choose  to  evaluate  their  own  service  so  that  they  can  improve  it  wherever 
necessary. 
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FOLLOW-UP  ACTIVITIES 


If  you  had  difficulties  understanding  the  concepts  in  the  activities,  do  the  Extra 
Help.  If  you  have  a clear  understanding  of  the  concepts,  do  the  Enrichment. 


You  began  this  section  with  a look  at  menus.  You  learned  that  there  are  three 
pricing  styles  and  four  principal  types  of  menus.  You  also  learned  that  there  are 
two  important  factors  that  must  be  considered  in  determining  the  structure  of  a 
restaurant’s  menu. 


1.  Try  filling  in  the  blanks  in  the  sentences  that  follow  without  looking  back  to 
Activity  1.  If  you  must  look  back,  be  sure  you  learn  the  material  in  question 
before  moving  on. 

a.  A menu  offers  a meal  at  one  price. 

b.  A menu  is  a list  of  daily  specials. 

c.  A menu  is  a permanent  menu. 

d.  The  four  basic  types  of  menus  are 


e.  The  two  factors  that  determine  the  structure  of  a restaurant’s  menu  are 


Each  activity  in  this  section  is  concerned  with  the  satisfaction  of  guests.  Menus, 
service  suggestions,  and  evaluation  techniques  help  all  staff  members  serve 
guests  better. 

2.  Explain  how  menus  can  help  food-service  workers  serve  guests  better. 

3.  Explain  how  discussing  and  preparing  to  serve  guests’  special  dietary  and 
physical  requirements  help  food-service  workers. 

4.  Now  explain  how  evaluation  tools  (checklists)  can  help  food  service  workers 
serve  guests  better. 
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Though  you’ve  learned  a good  deal  about  food  service  in 
this  section,  the  fact  is  that  it’s  ultimately  only  by 
practice  that  you’ll  develop  the  skills  and 
knowledge  you’ll  need  to  give  first-rate  service  to 
restaurant  guests.  Of  course  the  best  way  to  get 
this  practice  is  to  actually  work  in  a food  outlet,  but 
next  best  is  role  playing. 

5.  If  you  have  a learning  partner,  set  up  as  many 
scenarios  as  you  can  think  of  in  all  sorts  of 
imaginary  restaurants  and  play  the  roles  of  customer  and  server  (or  maitre  d’ 
host/hostess,  and  so  on).  Try  setting  up  situations  involving  customers  with 
various  physical  disabilities  or  other  sorts  of  special  needs. 


Compare  your  answers  with  those  in  the  Appendix,  Section  3:  Extra  Help. 
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Enrichment 


Do  one  or  more  of  the  following. 


1.  a.  Try  to  arrange  a visit  to  a restaurant  where  you  can  perform  mise  en  place 
with  a maitre  d’,  host/hostess,  or  server.  If  you’ve  already  established  a 
contact  with  a restaurant  through  another  activity  in  this  module,  this 
shouldn’t  be  too  difficult  to  arrange. 

b.  How  would  you  rate  this  restaurant  using  only  the  mise  en  place  checklist? 


2.  If  you  yourself  don’t  suffer  from  any  physical  disabilities,  do  one  of  the 

following  to  get  an  idea  of  some  of  the  things  people  who  do  have  disabilities 
must  deal  with  in  restaurants. 

a.  Borrow  a wheelchair  and  visit  a restaurant  alone  or  with  a friend. 

b.  Bandage  one  arm — preferably  the  one  you  use  most — and  put  it  in  a sling 
and  go  to  a restaurant.  Eat  your  meal  with  only  one  hand. 

c.  Eat  a meal  blindfolded.  It’s  best  to  do  this  at  home  for  safety  reasons,  but  if 
you’re  courageous,  consider  bandaging  your  eyes  as  if  you’d  just  had 
surgery  and  visiting  a restaurant.  But  don’t  try  this  alone;  be  sure  to  take 
along  a responsible  friend  or  adult. 

d.  Take  a small  child  to  a restaurant.  (Of  course  this  isn’t  technically  having  a 
disability,  but  any  parent  of  young  children  will  tell  you  it  can  feel  awfully 
close!)  Note  how  you’re  treated.  Do  the  staff  provide  extra  help  when 
necessary? 
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3.  Using  the  checklist  you’ve  created  in  this  section,  put  together  a more 
complete  evaluation  package.  Visit  and  evaluate  a number  of  restaurants — 
preferably  of  different  types. 

4.  If  you  have  access  to  a computer  linked  to  the  Internet  run  a search  on  the 
words  restaurants  or  food-service  industry  and  see  where  it  takes  you.  There’s  a 
good  deal  of  commercial  material  on  line  in  this  area,  but  it  might  be 
interesting  to  see  what  it  can  teach  you  about  the  food-service  industry. 


Compare  your  answers  with  those  in  the  Appendix,  Section  3:  Enrichment. 




CONCLUSION 

In  this  section  you’ve  covered  a good  deal  of  territory.  You’ve  learned  to  satisfy 
restaurant  customers  by  meeting — and  preferably  surpassing — their  needs,  wants, 
and  expectations.  You  should  now  be  able  to  create  a variety  of  menus  considering 
the  various  factors  influencing  menu  structure.  You  should  also  now  be  able  to  list 
things  restaurants  should  do  to  satisfy  guests  with  a variety  of  special  needs,  and 
you  can  evaluate  any  food-service  establishment  and  its  staff  using  a range  of 
standards  and  criteria. 
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ASSIGNMENT 

Turn  to  your  Assignment  Booklet  and  do  the  assignment  for  Section  3 
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MODULE  SUM  MARY 


This  module  has  focused  on  the  food-service  industry  and  the  skills,  knowledge, 
and  attitudes  you’ll  need  if  you  ever  decide  to  pursue  a career  in  this  field.  You’ve 
covered  a lot  of  ground  in  this  module — from  learning  to  categorize  food-service 
establishments  and  investigating  the  economic  importance  of  the  industry  to 
developing  hands-on  skill  in  areas  like  setting  tables,  dealing  with  people’s  special 
needs,  and  creating  menus. 

If  at  this  point  the  food-service  industry  is  something  you’re  considering  as  a 
career  area,  consider  taking  other  tourism  studies  modules  that  can  teach  you 
more.  This  is  a growth  area  with  lots  of  opportunity  for  jobs  and  advancement;  but 
as  in  any  other  area,  the  people  who  work  the  hardest  and  learn  the  most  tend  to 
be  the  ones  who  get  ahead  the  fastest. 
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COURSE  SURVEY  FOR 
TOURISM  FOOD  SECTOR  (TOU  104) 


fter  you  have  completed  the  assignments  in  this  module,  please  fill  out  this  questionnaire  and  mail  it  to  the 
ddress  given  on  the  last  page.  This  module  is  designed  in  a new  distance  learning  format,  so  we  are 
iterested  in  your  responses.  Your  constructive  comments  will  be  greatly  appreciated,  as  future  course 
? vis  ions  can  then  incorporate  any  necessary  improvements. 

lame  Age  □ under  19  □ 19  to  40  □ over  40 

address  File  No.  

Date  


>esign 

. The  Student  Module  Booklet  contains  a variety  of  self-assessed  activities.  Did  you  find  it  helpful  to  be  able 
to  check  your  work  and  have  immediate  feedback? 

□ Yes  □ No  If  yes,  explain. 


Were  the  questions  and  directions  easy  to  understand? 
□ Yes  □ No  If  no,  explain. 
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3.  Each  section  contains  Follow-up  Activities.  Which  type  of  Follow-up  Activity  did  you  choose? 


1, 


□ mainly  Extra  Help 

□ mainly  Enrichment 

□ a variety 

□ none 

Did  you  find  these  activities  beneficial? 

□ Yes  □ No  If  no,  explain. 


4.  Did  you  understand  what  was  expected  in  the  Assignment  Booklet? 
□ Yes  □ No  If  no,  explain. 


5.  The  course  materials  were  designed  to  be  completed  by  students  working  independently  at  a distance.  Were 
you  always  aware  of  what  you  had  to  do? 

□ Yes  □ No  If  no,  provide  details. 


c 


6.  This  distance  learning  course  may  include  an  assortment  of  drawings,  photographs,  and  charts, 
a.  Did  you  find  the  visuals  in  this  course  helpful? 

□ Yes  □ No  Comment  on  the  lines  below. 


b.  Did  you  find  the  variety  of  visuals  in  this  course  motivating? 
□ Yes  □ No  Comment  on  the  lines  below. 
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7.  Suggestions  for  audiocassette,  videocassette,  and  computer  activities  may  have  been  included  in  the  course. 
Did  you  complete  these  media  activities? 

□ Yes  □ No  Comment  on  the  lines  below. 


Only  students  enrolled  in  a Junior  High  course  need  to  complete  the  following  question. 

8.  The  Student  Module  Booklet  may  have  directed  you  to  work  with  your  learning  facilitator.  How  well  did 
you  work  as  a team? 


Student’s  comments: 


! 

| 

Learning  facilitator’s  comments: 


Course  Content 

i 

1 1.  Was  enough  detailed  information  provided  to  help  you  learn  the  expected  skills  and  ojectives? 

□ Yes  □ No  Comment  on  the  lines  below. 



’! 

| 

| 2.  Did  you  find  the  work  load  reasonable? 

□ Yes  □ No  If  no,  explain. 
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3.  Did  you  have  any  difficulty  with  the  reading  level? 
□ Yes  □ No  Please  comment. 


4.  How  would  you  assess  your  general  reading  level? 

□ poor  reader  □ average  reader  □ good  reader 

5.  Was  the  material  presented  clearly  and  with  sufficient  depth? 

□ Yes  □ No  If  no,  explain. 

General 

1 . What  did  you  like  least  about  the  course? 

2.  What  did  you  like  most  about  the  course? 

Additional  Comments 
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Only  students  enrolled  with  the  Alberta  Distance  Learning  Centre  need  to  complete  the  remaining 
questions. 

1.  Did  you  contact  the  Alberta  Distance  Learning  Centre  for  help  or  information  while  doing  your  course? 

□ Yes  □ No  If  yes,  approximately  how  many  times?  

Did  you  find  the  staff  helpful? 

□ Yes  □ No  If  no,  explain. 

j;  ' 

! 

! 

'|2.  Were  you  able  to  fax  any  of  your  assignment  response  pages? 

□ Yes  □ No  If  yes,  comment  on  the  value  of  being  able  to  do  this. 


3.  If  you  mailed  your  assignment  response  pages,  how  long  did  it  take  for  their  return? 


i 

— 

4.  Was  the  feedback  you  received  from  your  correspondence  or  distance  learning  teacher  helpful? 
□ Yes  □ No  Please  comment. 


i 


| 

i 

I 

Thanks  for  taking  the  time  to  complete  this  questionnaire. 
Your  feedback  is  important  to  us.  Please  return  this 
questionnaire  to  the  address  on  the  right. 

If  you  are  enrolled  at  the  Alberta  Distance  Learning  Centre 
and  will  be  mailing  your  Assignment  Booklet  to  ADLC,  you 
.imay  return  this  questionnaire  with  the  Assignment  Booklet. 
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Alberta  Distance  Learning  Centre 
Box  4000 
Barrhead,  Alberta 
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a la  carte  menu;  a permanent  menu  in  which 
each  item  is  priced  separately 

American  service:  a type  of  table  service  in 
which  food  items  are  put  on  plates  in  the 
kitchen  and  then  served  to  guests 


bus  person  (busser):  an  entry-level  position  co 
that  involves  cleaning  and  setting  tables  and 
helping  servers 


co 


butter  knife:  a knife  with  a small,  rounded 

blade  used  to  spread  butter  on  rolls  or  bread  co 


aperitif:  a before-dinner  drink 

appetizers:  small  portions  of  food  served 
before  a meal  to  stimulate  the  appetite 


cafeteria  service:  a type  of  service  in  which  co 
customers  serve  themselves  from  a counter, 
put  their  selections  on  trays,  pay  for  the 
items,  and  carry  them  to  the  table 


arm  tray:  a rectangular  tray  with  rounded 
corners  used  for  a variety  of  jobs 

bagel:  a firm,  doughnut-shaped  roll 

banquet  captain:  a supervisory  position  that 
involves  overseeing  staff  at  banquets  and 
conferences 

banquet  tray:  a large,  oval  tray  used  to  carry 
items  to  and  from  the  dining  room 

bar  tray:  a small,  round  tray  used  to  serve 
drinks 

bread-and-butter  plate:  a small  plate  used  to 
serve  bread  and  rolls 

buffet  service:  a type  of  service  in  which 
customers  select  their  food  from  items 
arranged  on  tables  and  carry  it  to  their  own 
table 

burrito:  a thin  flour  cake  folded  around  a filling 
of  meat,  cheese,  or  beans  and  cooked 


cafe  au  lait:  coffee  blended  with  an  equal  part  ie 
of  hot  milk 

calamari:  deep-fried  squid  rings,  either 
breaded  or  battered 


k 


California  menu:  a menu  that  includes 

breakfast,  lunch,  and  dinner  selections  all  in 
one  k 


cappuccino  a coffee  drink  made  with 
espresso,  foamed  milk,  and  possibly 
flavoured  syrup  dii 


carte  du  jour  menu:  a menu  in  which  daily  dii 
specials  are  listed 


catering  and  sales  manager:  a middle- 
management  position  that  involves 
organizing  and  overseeing  functions  like 
weddings  and  conventions  and  doing 
promotional  work 


4 
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chafing  dish:  a pan  used  to  keep  food  hot  at  cqi 
the  table  or  counter 


business  end:  the  end  of  a piece  of  cutlery 
that  makes  contact  with  food  or  a guest’s 
mouth 


change  tray:  a very  small,  rectangular  tray 
used  to  present  the  bill  and  hold  the  guest’s 
payment 


bus  pan:  a deep  plastic  or  rubber  pan  used  to 
carry  dirty  dishes 


chef’s  salad:  a salad  that  combines  meat, 
cheese,  and  hard-boiled  eggs  with  greens 
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chief  steward:  a position  that  involves  being 
responsible  for  cleaning  and  maintaining 
kitchen  utensils,  cutlery,  glasses,  and  dishes 

cocktail  fork:  a very  small  fork  with  three 
i short  tines  used  when  cocktails  are  served 

consomme:  a spiced-broth  soup 

(consomme  spoon:  soup  spoon 

cover:  a place  setting  or  the  space  required  by 
i a guest  to  eat  a meal 

) croissant:  a rich,  flaky,  crescent-shaped  roll 

deluxe  buffet  service:  a type  of  buffet  service 
in  which  guests  are  served  everything  but 
! the  main  course,  which  they  serve 
themselves  from  the  buffet  table 

dessert  spoon:  a spoon  with  a large,  oval  bowl 
used  for  soup  and  cereal 

■ 

; 

dessert  tray:  a tray  presented  by  servers  to 
guests  displaying  a restaurant’s  selection  of 
desserts 

j dinner  fork:  a fork  used  for  most  entrees 

(dinner  knife:  a knife  with  a rounded  upper 
j edge  used  for  most  entrees 

eight  top  a round  table,  152  cm  in  diameter, 
i that  seats  eight  people 

eighty-sixed:  a term  used  to  indicate  that  the 
kitchen  has  run  out  of  an  item 

enchilada:  a thin  cornmeal  cake  covered  with 
meat  or  cheese,  rolled,  and  spread  with  chili 
sauce 

(English  service:  a type  of  table  service  in 
which  bowls  and  platters  are  placed  on  the 
table  and  passed  around  by  the  guests 

jentree:  the  main  dish  of  a meal 


entry-level  jobs  jobs  requiring  no  background 
experience  and  minimal  training  and  skills 

espresso:  strong  coffee  brewed  by  forcing 
steam  through  darkly  roasted  beans 

executive  chef:  a highly  skilled  production- 
management  position  that  involves 
supervising  other  chefs  and  kitchen 
personnel  in  the  preparation  and  cooking  of 
food 

family  service:  English  service 

fast-food  service:  a type  of  service  in  which 
customers  either  order  from  a wall-mounted 
menu,  pay  the  cashier  and  carry  the  food  on 
trays  to  their  table,  or  buy  their  food  at  drive- 
through  windows 

flambe:  douse  with  a liquor  such  as  brandy  and 
set  on  fire 

fish  fork:  a fork  with  a heavy  handle  used  when 
fish  or  hors  d’oeuvres  are  served 

fish  knife  a knife  with  a long,  wide  blade  used 
when  fish  or  hors  d’oeuvres  are  served 

food-and-beverage  server  (waiter):  a front- 
line position  that  involves  taking  orders  for 
food,  picking  them  up,  and  serving  them 

food-service  establishment:  any  outlet  selling 
ready-to-eat  food  to  the  public:  restaurants, 
cafeterias,  snack  bars,  and  so  on 

franchise:  a business  that  grants  individuals  or 
groups  the  right  to  sell  its  products  or 
services  in  a certain  area,  generally  under 
strict  controls 

French  service:  a type  of  table  service  in 
which  food  items  are  prepared  at  the  guests’ 
table 

hor  d’oeuvres:  savoury  food  served  as 
appetizers  before  the  meal 
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host/hostess:  a position  that  involves 

welcoming  and  seating  guests  and  ensuring 
they’re  properly  looked  after 

ice  scoop  a scoop,  made  of  plastic  or  stainless 
steel,  for  picking  up  ice 

job-shadowing:  sticking  very  close  to  someone 
in  a particular  job  for  a specified  time  to 
experience  just  what  that  job  involves 

kitchen  helper:  a position  that  involves 

cleaning  the  kitchen  area  and  helping  chefs 
and  cooks  prepare  food 

kosher:  prepared  according  to  Jewish  law 

maitre  d’  (maitre  d’hotel):  a supervisory 
position  that  involves  organizing  dining- 
room staff  and  maintaining  high  standards  of 
service 

marketing:  selling,  promoting,  and  advertising 
a service  or  product:  bringing  buyers  and 
sellers  together 

mise  en  place:  a French  expression  that 
means  putting  things  where  they  belong 

modified-deluxe  buffet  service:  a type  of 
buffet  service  in  which  there  is  beverage- 
table  service  but  everything  else  is  self- 
serve 


ripple  effect:  a term  used  to  describe  how 
revenue  from  spending  is  circulated 
throughout  the  economy 

Russian  service:  a type  of  table  service  in 
which  food  items  are  presented  to  guests  on 
trays  and  selected  items  are  then  transferred 
to  the  guests’  plates 


salad  fork:  a fork  with  short,  wide  tines  used 
when  salads  or  desserts  are  served 

salsa:  a spicy  sauce  made  from  a tomato  base 

soup  spoon  a spoon  with  a large,  round  bowl 
used  for  soup 


sous-chef  a supervisory  position  (reporting  to 
the  executive  chef)  that  involves  overseeing  (] 
other  cooks  and  kitchen  staff  \ 

speciality  menu:  a menu  over  and  above  a 
restaurant’s  regular  menu;  for  example,  a 
children’s  menu 

1, 

steak  knife:  a knife  with  a pointed  tip  and 

serrated  edge  used  when  steak  is  served  f 

table  d’hote  menu:  a menu  in  which  an  entire 
meal  is  presented  at  one  inclusive  price 


table  service:  a type  of  service  in  which  guests 
are  served  while  seated  at  tables 


parfait:  an  ice-cream-based  dessert  usually 
containing  syrup,  fruit,  and  whipped  cream 

parfait  spoon:  a spoon  with  a long,  delicate 
handle  and  medium-sized  bowl  used  for 
parfaits 


taco:  a thin  cornmeal  cake  stuffed  usually  with 
meat,  cheese,  and  lettuce 

teaspoon:  a spoon  with  a medium-sized  oval 
bowl  used  for  tea,  coffee,  fruit  cocktail,  or 
ice  cream 


pate:  a spread  of  pureed  seasoned  meat 

privately  owned  companies:  businesses  not 
owned  or  operated  by  government 

refried  beans  cooked  beans  that  are  fried, 
mashed,  and  fried  again 

revenue:  income;  money  brought  in 


tongs:  a hinged,  long-handled  utensil  with 
claw-like  grips  used  to  handle  such  things  as 
salad,  meat,  and  rolls 

tourism:  an  activity  in  which  people  visit  places 
and  other  people  outside  their  own 
communities  (except  for  daily  commuting) 
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tourism  industry:  the  collection  of  businesses 
and  organizations  that  provide  products  and 
services  for  travellers 

tray  service:  a type  of  service  in  which  food  is 
delivered  to  guests  in  dishes  placed  on  trays 

traystand:  a folding  portable  stand  on  which 
banquet  trays  are  set 

'trends:  long-term  changes  in  the  habits  of  the 
general  population 

up-selling  techniques:  marketing  methods, 
used  to  increase  sales,  that  often  include 

! suggesting  items  to  customers 


Suggested  Answers 

Section  I:  Activity  I 

1.  There  is  no  suggested  answer  for  this  question. 

2.  Charts  will  vary  somewhat.  Use  the  ones  on  the  following  pages  as  samples,  but  note  that  they  contain  a 
good  deal  of  information  not  given  in  your  text.  Use  this  information  to  enrich  your  understanding  of  the 
different  restaurant  categories. 


vichyssoise  a cold  soup  made  of  potatoes, 
cream,  chicken  stock,  and  leeks  or  onions 

water  glass:  a stemmed  or  flat-bottomed  glass 
used  for  water 

wine  glass:  a stemmed  glass  used  for  red  or 
white  wine 

wine  steward  a position  that  involves 

knowing,  recommending,  presenting,  and 
serving  wines 
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CLASSICAL  FINE-DINING  RESTAURANTS 


Location 

Classical  fine-dining  facilities  are  found  in  deluxe  hotels 
in  major  city  centres.  Although  it’s  not  mentioned  in 
the  textbook,  fine-dining  facilities  are  often  found  in 
Canada’s  parks  and  at  many  of  the  resort  hotels  located 
in  the  parks.  Jasper  Park  Lodge,  Chateau  Lake  Louise 
and  the  Banff  Springs  Hotel  are  examples  of  hotels  in 
the  Canadian  Rockies  that  offer  fine  dining.  It’s  also 
important  to  note  that  not  all  fine-dining 
establishments  are  in  hotels. 

Typical  Clientele 

Clients  love  to  be  served  in  elegant  surroundings  and 
are  willing  to  pay  high  prices  for  quality  service.  Often 
customers  in  fine-dining  establishments  are  very 
knowledgeable  about  wines  and  gourmet  cooking.  They 
usually  have  an  income  that’s  moderately  high  to  high. 

Decor 

Often  the  decor  is  designed  in  an  elegant  European 
tradition.  This  may  include  a view  high  above  a city 
overlooking  a harbour  or  other  breathtaking  view.  Table 
linens  are  used  as  well  as  candles  or  fresh  flowers. 
Napkins  are  often  elaborately  folded;  and  fine  china, 
crystal,  and  silverware  are  used.  The  emphasis  is  on 
rich,  elegant,  and  tasteful  decor. 

Prices 

Prices  are  very  high. 

Menu  Selection 

Menus  at  fine-dining  establishments  have  a gourmet 
selection.  The  menu  is  often  limited  and  does  not 
include  non-gourmet  items  such  as  hamburgers.  Salads 
will  be  mixtures  of  unusual  greens  such  as  endive, 
chicory,  radicchio,  and  watercress.  Rather  than  onions, 
leeks,  shallots  and  chives  will  be  featured.  Meat 
entrees  will  include  the  finest  cuts  of  beef,  poultry,  and 
fish.  Many  items  will  be  accompanied  with  rich, 
flavourful  sauces.  Fine-dining  establishments  typically 
offer  food  not  available  in  other  types  of  food-service 
outlets. 

Skill  Levels  of  Employees 

Chefs  in  fine-dining  establishments  are  highly  skilled  in 
preparing  gourmet  items.  All  other  staff  are  also  highly 
skilled. 

Special  Notes 

Some  restaurants  feature  their  chef  in  advertisements. 
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SPECIALTY-ETHNIC  RESTAURANTS 


Location 

Most  North  American  cities  have  a wide  variety  of 
speciality-ethnic  restaurants.  Small  communities  are 
now  experiencing  the  opening  of  speciality-ethnic  food 
service  outlets.  Many  Alberta  communities  have 
Ukrainian,  Greek,  and  German  restaurants  and 
delicatessens. 

Typical  Clientele 

The  typical  clientele  of  a speciality-ethnic  restaurant 
has  low-middle  to  high  income  levels.  Often  the 
clientele  consists  of  families  or  young  couples  and 
anyone  looking  for  a new  experience  or  adventure. 

Decor 

The  decor  usually  represents  the  country  or  theme  of 
the  style  of  food  being  served.  Table  linens  may  or  may 
not  be  used.  Often  to  maintain  the  theme,  outside 
views  are  obstructed.  Servers  are  frequently  dressed  in 
costumes  supporting  the  theme.  A variety  of  items  may 
be  used  to  achieve  the  theme:  pictures,  furniture, 
music,  colour  scheme,  draperies,  and  displays. 

Prices 

Prices  are  usually  reasonable  but  can  vary  greatly 
among  different  speciality-ethnic  establishments. 

Menu  Selection 

The  primary  food  offered  represents  the  speciality  or 
country  depicted  in  the  restaurant.  For  example,  a 
seafood  restaurant  will  offer  primarily  seafood  although 
it  may  offer  a limited  selection  of  other  foods  for  non- 
seafood eaters.  The  menu  may  be  extensive  or  limited 
depending  on  the  establishment. 

Skill  Levels  of  Employees 

Chefs  will  be  skilled  in  preparing  the  appropriate  foods. 
Servers  may  be  required  to  be  familiar  with  the 
language  of  the  country  represented  or  at  least  with 
the  menu  items.  Servers  will  be  expected  to  have 
moderate-to-high  service  skills  and  excellent  customer- 
service  skills. 

Special  Notes 

Speciality  restaurants  allow  diners  to  imagine  that 
they’re  visiting  the  country  or  actually  living  the 
intended  experience.  This  provides  opportunities  for 
people  to  satisfy  their  natural  desire  for  adventure, 
excitement,  and  discovery. 

I I I 


APPENDIX 


FAMILY  RESTAURANTS 

Location 

Family  restaurants  are  usually  located  in  large  urban 
centres,  small  towns,  and  along  highways. 

Typical  Clientele 

Family  restaurants  appeal  to  a wide  variety  of  people. 
Families  of  all  types  patronize  family  restaurants.  Often 
family  restaurants  have  easy  access  for  strollers, 
wheelchairs  and  walkers;  this  makes  it  easier  for  all 
types  of  people  to  patronize  these  restaurants.  Family 
restaurants  are  often  regarded  as  safe  and  clean, 
providing  a suitable  eating  establishment  for  seniors  and 
lone  travellers. 

Decor 

The  typical  decor  is  pleasant  and  clean  and  may  include 
counter,  booth,  table,  or  cafeteria  service.  The  decor 
can  vary  greatly  between  establishments.  Usually  these 
restaurants  are  well  lighted  and  have  a home-style 
decor.  Table  linens  may  or  may  not  be  used. 

Moderately  priced  flatware,  glassware,  and  serving 
dishes  are  the  norm. 

Prices 

Prices  can  vary  from  low  to  medium-high. 

Menu  Selection 

The  menu  in  many  family  restaurants  is  extensive, 
offering  some  fast  foods  (hamburgers  and  fries),  some 
ethnic  foods,  and  a variety  of  other  types  of  food. 
Many  establishments  offer  special  seniors’  and 
children’s  menus.  Some  establishments  code  menu 
items  as  “Low  Fat,”  “Healthy  Choice,”  “New,”  “Hot  and 
Spicy,”  or  “Best  Buy.”  These  codes  vary  among 
establishments  and  serve  to  help  guests  make  choices 
that  will  meet  their  needs. 

Skill  Levels  of  Employees 

People  expect  consistent  levels  of  service  and  food 
quality  in  family  establishments.  Chefs  must  be  skilled 
in  preparing  a large  number  of  items  with  great 
consistency.  Servers  must  be  efficient  and 
knowledgeable  about  all  menu  items. 

Special  Notes 

Family  restaurants  are  different  from  family  operations. 
A family  operation  is  operated  by  a family  while  a 
family  restaurant  is  targeted  at  families. 
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FAST-FOOD  RESTAURANTS 


Location 

Most  fast-food  outlets  require  busy  city,  mall,  or 
highway  locations.  It’s  important  that  sufficient 
volumes  of  people  pass  the  location  or  that  large 
numbers  of  people  live  or  work  nearby.  Fast-food 
outlets  depend  on  volume  sales  (that  is,  a large  number 
of  sales)  to  make  enough  profit  to  survive. 

Typical  Clientele 

Typically,  young  people  and  young  families  are  the  most 
frequent  customers  at  fast-food  restaurants.  All  ranges 
of  income  earners  patronize  fast-food  restaurants. 

Decor 

The  decor  is  usually  bright,  clean,  and  easy  to  maintain. 
Table  linens  are  never  used  and  paper  and  plastic 
products  replace  glassware,  flatware,  and  serving  dishes. 
Fixed  (unmovable)  durable  plastic  or  vinyl-covered 
furniture  is  typical.  This  type  of  furniture  is  less 
expensive  and  easier  to  clean  and  maintain. 

Prices 

Prices  at  fast-food  establishments  range  from  low  to 
medium. 

Menu  Selection 

Fast-food  outlets  have  limted  menu  selections,  usually 
featuring  hamburgers  and  fries,  pizzas,  or  other  fast- 
food  items.  Because  many  people  today  are  eating  less 
beef,  fast-food  restaurants  have  added  other  selections 
to  their  menus  such  as  salads,  soups,  and  sandwiches. 

Skill  Levels  of  Employees 

Food  preparation  and  service  staff  are  usually  trained 
by  the  company  in  the  specific  procedures  and  policies. 
Although  companies  hire  unskilled  staff,  they  provide 
training  to  ensure  a minimum  level  of  service.  Friendly, 
knowledgeable,  and  efficient  service  is  expected. 

Special  Notes 

Ninety  percent  of  all  meals  consumed  in  food  outlets 
are  consumed  in  fast-food  restaurants.  The  top 
international  fast-food  chains  are  McDonald’s,  Kentucky 
Fried  Chicken,  Burger  King,  Subway  Sandwiches,  and 
Wendy’s. 
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Classical 

Fine-Dining 

Specialty- 

Ethnic 

Family 

Fast  Food 

Independently 

Owned 

Beauvert  Dining 
Room 

Toga 

Uncle  Al’s 

Barney’s  Burger 
Barn 

Franchise 

Baba’s  House 

Smitty’s 

McDonald’s 

Chain 

Hy’s  Steak  House 

Chi-Chi’s 

Swiss  Chalet 

Harvey’s 

4.  Charts  will  vary.  Here  are  some  possibilities: 


Classical 

Fine-Dining 

Specialty- 

Ethnic 

Family 

Fast  Food 

Independently 

Owned 

The  Ritz 

Local  Restaurant 
(The  Silver 
Ricebowl) 

• 10  Forward 

• Starship 
Enterprise 

Local  Restaurant 
(Mario’s  House 
of  Pizza) 

Franchise 

McDonald’s 

Chain 

Swiss  Chalet 

5.  Responses  will  be  personal.  What  does  your  preference  say  about  what  you  value  in  dining? 

6.  Although  responses  will  vary  slightly,  they  should  adhere  fairly  closely  to  the  following. 


Needs 

Wants  and  Expectations 

Menu 

• selection  of  non-red 
meat  entree  choices 

• fresh  foods  with  no 
MSG 

• perhaps  seafood,  unusual  poultry 
such  as  duck  or  Cornish  game  hens, 
or  herb  and  cheese  pasta 

• foods  flavoured  with  herbs  and 
spices  and  as  above 

• a wide  selection 

• gourmet  selection 

• knowledgeable  server 

Facilities 

• clean,  safe 
comfortable 

• attractive  building  and  landscaping 

• scenic  view,  unusual  architecture 
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Location 

• easy  to  get  to 

• reasonably  close  to 
home 

• within  a one-hour  drive 

• high-class  hotel  or  neighbourhood 

• beautiful  and  quiet  area 

• clean  and  very  well  kept 

Parking 

• convenient  and  safe 

• close  to  the  restaurant 

• valet  Parking 

Washrooms 

• clean  and  easy  to  find 

• mirrors,  Kleenex,  and  elegant  decor 

• green  plants 

• sitting  room 

• washroom  attendant 

Decor 

• clean  and  attractive 

• elegant,  sumptuous 

• providing  a get-away  feeling 

• table  cloths,  candles,  flowers,  and 
plants 

Service 

• efficient, 
knowledgeable 

• all  needs  anticipated 

• maitre  d’ 

• wine  steward 

• courteous,  elegantly  mannered, 
discreet  service 

Table  Setting 

• flatware,  glasses,  and 
dishes 

• china 

• beautifully  set  table 

• table  linens,  fancy  folded  napkins, 
silverware,  crystal 

• formal  place  setting 

Speed 

• efficient  service 

• unrushed,  well-paced  service 

• one-and-a-half  to  two  hours 

Feelings  as  a result 
of  the  meal 

• full 

• relaxed  and  pampered 

• wowed:  a night  to  remember 

1.  Responses  will  vary  somewhat.  Compare  yours  with  the  ones  that  follow. 

a.  Recommendation:  The  two  young  men  from  Germany  would  likely  enjoy  a speciality-ethnic  restaurant. 

Reasons:  Speciality-ethnic  restaurants  provide  the  highest  level  of  entertainment  possibilities  and  the 
best  chance  for  novel  food  experiences. 

b.  Recommendation:  This  family  would  likely  enjoy  a speciality-ethnic  restaurant  with  choices  meeting 
the  members’  needs  and  wants.  The  restaurant  should  have  a menu  with  a large  selection. 

Reasons:  The  parents  indicated  they  would  like  ethnic  food  and  the  boys  require  a large  menu 
i because  of  their  fussy  eating  habits. 
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c.  Recommendation:  This  couple  would  likely  enjoy  a fine-dining  restaurant  providing  gourmet  menu 
selections  with  wine-steward  service  if  possible. 

1. 

Reasons:  The  couple  expects  to  pay  high  prices  and  want  to  celebrate,  so  a fine-dining  restaurant 
would  be  ideal  for  their  purposes. 

d.  Recommendation:  A fast-food  restaurant  would  be  the  most  suitable  choice  for  the  ball  team. 

I 

Reasons:  Most  fast-food  restaurants  have  the  wheelchair  access  needed  by  the  team  member  with  a 
disability  (though  restaurants  of  all  types  are  quickly  catching  up  in  this  department) . The  fast  service 
and  low  prices  typically  found  at  fast-food  restaurants  should  meet  the  team’s  time  and  cost 
restrictions. 

Section  I : Activity  2 

1.  Responses  will  certainly  vary.  Compare  yours  to  the  one  that  follows. 


2.  There  are  a number  of  appropriate  responses  to  this  question.  Did  you  remember  to  use  correct  essay 
form?  Did  you  have  an  introductory  paragraph  and  a conclusion?  Did  you  give  examples  in  each  of  the 
body  paragraphs  concerning  your  family’s  travel  habits,  level  of  travel  enjoyment,  and  the  effect  the 
closures  would  have  on  your  community?  For  example,  you  might  have  said  something  like  the  following: 

Our  community  is  a small  farming  town  with  a population  of  four  thousand  people.  We’re  located 
two  hundred  kilometres  away  from  a large  city.  We  have  eight  food  outlets.  If  half  of  these  were  to 
close,  we  would  have  only  four  restaurants  left.  This  would  decrease  taxes  paid  to  the  local  and 
provincial  governments  and  reduce  jobs  available.  Demand  for  retail  space  and  housing  would 
likely  decrease.  More  people  might  leave  town  to  shop  in  other  communities  because  they  wanted 
more  restaurant  selections.  If  half  of  our  restaurants  closed,  the  entire  economy — and  the  spirit  of 
the  community — would  suffer. 
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Section  I : Activity  3 


1.  How  long  a list  did  you  come  up  with?  You  probably  put  in  jobs  most  people  are  aware  of — like  chef, 

server  (or  waiter),  bus  person,  bartender,  and  so  on — but  what  about  dietitian?  maitre  d?  sous-chef?  host 
or  hostess?  banquet  captain?  The  fact  is  that  there’s  a great  variety  of  jobs  available  in  the  food  sector; 
you’ll  be  looking  at  some  of  them  in  what  follows. 


2. 


Careers  Cafe 

Video  Response  Form 

a.  The  food-service  sector  employs  over  630  000  Canadians. 

b.  In  1981  there  were  approximately  475  000  Canadians  working  in  food 
service.  By  1995  it  is  estimated  there  will  be  over  750  000. 

c.  40%  of  the  Canadian  food  dollar  is  spent  outside  the  home. 

d.  Since  1982  food  service  sales  have  increased  by  47%. 

e.  Food  and  beverage  sales  have  reached  $26  billion. 

f.  Food  service  employs  more  Canadians  than  these  industries  combined: 

• automobile  manufacturers 
9 farming 
9 oil  refinery 
9 pulp  and  paper 


g.  Food-service  career  occupations  include 

• executive  chef 
9 dietitian 

9 wine  steward 

• director  of  operations 
9 accountant 

9 maitre  d ’ 

9 food  and  beverage  manager 
9 bartender 
9 president 
9 sous-chef 
9 restaurant  manager 
9 treasurer 

• waiter/waitress  (server) 

9 purchasing  manager 

9 shift  manager 
9 grill  cook 


9 head  waiter 

9 director  of  human  resources 
9 baker 

• district  manager 
9 clinical  dietitian 
9 bar  manager 

9 computer-services  person 
9 director  of  marketing 
9 supervisor  of  design 
9 short-order  cook 
9 assistant  restaurant  manager 

• patissier 

9 catering  manager 
9 nutritional-services  person 
9 franchising  director 
9 owner 


h.  The  food  service  industry  is  Canada’s  biggest  job  creator. 

i.  Restaurant  owners  earn  up  to  $150  000. 
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3.  a.  and  b.  Responses  will  be  personal. 

4.  Responses  will  be  personal. 


5.  a.  1)  Nicole  would  require  communication  skills  for  the  following  activities: 


• reporting  to  the  food  and  beverage  director 

• speaking  on  the  phone  with  customers 

• meeting  with  customers 

• doing  promotional  work  in  high  schools  and  colleges 

• discharging  advertising  responsibilities 

• working  with  team  members 

• making  sales  calls 

• planning  meetings  with  clients 

• working  with  other  departments 

• doing  paperwork  to  keep  track  of  details 

• solving  problems 

2)  Nicole  would  require  business  skills  for  the  following  activities: 

• sales  meetings  or  presentations 

• computer  use 

• math  for  calculating  costs  for  food,  rooms,  extra  items,  and  so  on 

3)  Nicole  would  require  team  skills  for  the  following  activities: 

• communication  (written  and  verbal) 

• organization  of  materials 

• interacting  with  people 

4)  Nicole  would  require  organizational  skills  for  the  following  activities: 

• paper  management 

• time  management 

5)  Nicole  would  require  creative  skills  for  the  following  activities: 

• planning  for  weddings,  graduations,  and  reunions 

• planning  menus 

• looking  for  new  markets 

• advertising  and  promoting 

6)  Nicole  would  be  required  to  know  the  following  about  the  establishment: 

• room  sizes 

• available  equipment 

• chef’s  abilities 

• guest  rooms  (numbers  and  types) 

b.  Nicole  plans  to  become  operations  manager  by  working  hard  in  her  current  position  as  catering  and 
sales  manager  and  moving  up  next  to  food  and  beverage  manager. 

c.  Nicole  has  taken  a hospitality  program  in  France  specializing  in  food-and-beverage  training.  She  has 
also  taken  courses  in  computers  and  salesmanship,  and  she  plans  to  take  a course  in  graphic  design  so 
that  she  can  better  understand  menu  layout. 
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6.  a.  Excellent  hygiene  habits,  a clean  and  well-groomed  appearance,  trimmed  hair  and  fingernails,  and 

clean  teeth  are  essential  for  the  maitre  d\  Minimal  jewellery  (usually  only  a watch  for  men),  a clean 
and  pressed  uniform,  dress,  or  suit  and  clean,  well-kept  shoes  are  also  necessary. 

b.  A maitre  d’  must  be  friendly,  enthusiastic,  organized,  attentive  to  detail,  and  eager  to  serve. 

c.  Organizational  abilities,  people  skills,  and  a good  telephone  technique  are  important.  As  well,  a maitre 
d’  must  know  correct  table  settings  to  suit  the  menu  and  have  a thorough  knowledge  of  menu  items. 
The  maitre  d’  must  have  excellent  communication  skills  to  effectively  communicate  with  fellow  serving 
staff,  kitchen  staff,  and  customers.  Special  skills  in  handling  complaints  should  be  mandatory. 

7.  How  did  your  role  playing  go?  A good  maitre  d’  must  always  remain  polite,  correct,  and  efficient,  no 
matter  how  difficult  restaurant  patrons  become  or  what  problems  develop.  It’s  not  always  easy. 

8.  Although  answers  might  vary  slightly,  they  should  be  very  similar  to  the  following: 


The  Banquet  Captain’s  Role  and  Responsibility 

• serve  large  groups  of  people 

• work  under  pressure 

• meet  tight  deadlines 

• prepare  tables 

• carry  out  guest  requests 

• supervise  and  coordinate  staff 

• liaise  with  the  banquet  chef 

• liaise  with  the  banquet  coordinator 

• arrange  for  staff  and  supplies 

• tally  cash  and  receipts 

• train  staff  in  food-and-wine  service 


9.  a.  The  Taste  of  Canada  is  intended  for  student  and  apprentice  cooks,  pastry  chefs,  and  bakers. 


b.  Participants  must  prepare  their  entries 


• according  to  a fixed  budget 

• within  a set  time 

• without  assistance 

c.  The  six  categories  are 

• hors  d’oeuvres 

• cold  buffet  platter 

• garland  restaurant  platters 

• individual  platter  entrees 

• pastry 

• hot  food 


d.  At  the  end  of  the  competition  the  public  is  invited  to  view  the  entries. 

e.  The  competition  gives  the  participants  the  opportunity  to  see  new  trends  in  international  and  domestic 
cuisine;  as  well,  participants  get  to  sightsee  when  not  competing. 
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10.  Webs  will  differ  slightly.  Compare  yours  to  the  ones  that  follow. 


requires  excellent 
management  skills 


Executive  Chef 


accounts  for 
marketing 
conditions 

plans  efficient 
use  of  food 


may  check 
with  guests 


does  quality 
control 


purchases 

foodstuffs 


estimates  food 
consumption 


makes 
$40-60  000 
per  year 


purchases 

kitchen 

supplies 


has  substantial 
experience  in 
food  prepartion 


is  responsible  for  the 
establishment’s  reputation 

supervises  other  chefs 
is  top 

management 
position 

supervises  kitchen  workers 


accounts  for 
numbers  of  guests 


plans  menus 

estimates  costs 


has  classical 
training 


l 


usually  has  worked 
through  the  ranks 

s 

prepares  only 
specialty  dishes 


supervises  cooks 
and  kitchen  staff 


supervisory 

position 


has  5 to  8 years 
of  experience 

is  graduate  of 
college  or 
vocational  school 


is  head  chef 
under 


executive  chef 


must  know 
every  job 
in  the  kitchen 


often  works 
evenings, 
holidays, 
and  weekends 


is  in  charge 
when  the 
executive  chef 
is  away 


must  be  able  to 
instructions 


prepares  dishes 


may  be 
required 
to  take 
management 
courses 


portions  sizes 


does  range 
of  kitchen  jobs 


maintains 
correct 
methods 
of  cooking 
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11.  a.  The  duties  of  a host/hostess  include 


welcoming  guests 

seating  guests  at  a table  or  in  the  lounge 

ensuring  that  guests  are  comfortable 

handing  guests  the  menu 

making  sure  guests  are  served  promptly 

scheduling  reservations 

arranging  for  parties  and  special  dinners 

inspecting  the  dining  room  and  service  stations 

handling  complaints 

assisting  with  serving 


b.  A host/hostess  would  require  good  people  skills  and  communication  abilities  as  well  as  knowledge  of 
menu,  policies,  and  procedures  and  a commitment  to  quality  guest  service.  When  handling 
complaints,  a host  or  hostess  must  have  the  “customer  is  always  right”  attitude. 


c.  1)  Responses  may  vary.  You  may  be  specific,  giving  personal  attributes  such  as  sincerity, 

friendliness,  enthusiasm,  warmth,  honesty,  a caring  attitude,  and  a service  orientation.  Or  you 
may  use  more  descriptive  phrasing  such  as  this:  People  skills  are  specific  attitudes  and 
characteristics  a person  possesses  that  make  other  people  feel  they  have  been  dealt  with  in  a 
pleasing,  comfortable,  and  humane  manner. 


2)  Clearly  this  position  is  one  that  deals  with  the  public  and  since  the  host  or  hostess  first  welcomes 
guests  as  they  enter  the  restaurant,  they’re  the  people  who  create  that  all-important  first 
impression. 


12.  Responses  will  vary.  Compare  your  ideas  with  the  ones  that  follow. 


a.  • “What  a fine  afternoon!  It’s  nice  to  see  you.” 

• “Good  evening.  Would  you  prefer  a smoking  or  nonsmoking  table?” 

It’s  important  to  use  interesting  yet  appropriate  phrases  when  greeting  guests.  Be  sincere  and 
friendly,  but  not  overly  informal.  Remember,  many  people  are  eating  out  more  often  than  they  used  to 
and  they  hear  the  typical  phrase  “Good  Evening.  How  can  I help  you?”  far  too  frequently. 

b.  • “Our  menu  is  extensive.  If  you  have  any  questions,  please  ask.  Enjoy  your  meal.” 

• “We  hope  you  find  our  menu  selections  satisfactory.  If  you  have  a special  request,  please  feel  free 
to  ask.  Have  a pleasant  meal.” 

c.  • “Would  you  care  for  a before-dinner  drink?  The  bartender  makes  an  excellent  margarita,  and  we 

also  have  an  exceptional  selection  of  wines.” 

• “Would  you  like  to  start  your  celebration  with  a glass  of  wine  or  a before-dinner  drink?” 

d.  • “Would  you  prefer  to  order  now  or  wait  a while  longer?” 

• “Would  you  care  to  start  the  evening  with  an  appetizer?” 

e.  • “We  have  a wide  selection  of  delicious  pastries  and  desserts.  Would  you  like  to  see  the  dessert 

menu?” 

• “The  chef  just  made  a truly  decadent  chocolate  cheese  cake.  Should  I bring  you  each  a piece  or 
perhaps  one  piece  to  share?” 
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f.  • “Thank  you  very  much  for  joining  us.  We  hope  you  had  a pleasant  time.” 

• “I  enjoyed  serving  you.  Have  a pleasant  day.” 

g.  • “We  hope  you  enjoyed  your  meal.  Please  join  us  again  sometime  soon.” 

• “If  you  enjoyed  your  meal  you  might  want  to  join  us  on  Sunday  for  our  excellent  buffet  brunch.” 

Note:  When  talking  to  guests,  develop  an  adaptable  manner.  Although  all  guests  expect  excellent 
service,  they  don’t  want  to  be  served  by  a robot.  Vary  the  phrases  you  use  with  guests;  a little  tasteful 
creativity  will  be  welcomed  by  most  people.  There  are  guests,  however,  who  want  only  very  formal 
service.  In  these  cases,  formal  and  conventional  phrasing  should  be  used.  You  will  need  to  learn  how  to 
“read”  people  to  determine  the  most  appropriate  phrasing  to  use. 

13.  Well,  were  you  honest  in  your  response?  The  temptation  to  pocket  the  extra  money  would  be  great, 
wouldn’t  it,  especially  if  you’re  working  in  an  expensive  restaurant  where  the  customers  clearly  aren’t 
suffering  financially. 

But  of  course,  that  would  be  the  wrong  thing  to  do.  Not  only  is  it  wrong  according  to  most  people’s 
ethical  standards  (beliefs  in  right  and  wrong)  but  it  could  also  land  you  in  big  trouble  if  the  customer  later 
realized  her  mistake  and  came  back.  What’s  more,  a restaurant  that  gains  a reputation  for  dishonesty  will 
suffer  financial  losses,  whereas  an  attempt  on  the  part  of  its  employees  to  go  out  of  their  way  to  be  honest 
will  ultimately  bring  in  big  rewards  in  the  way  of  more  customers  and — probably — more  generous  tips. 

14.  Responses  will  vary.  Here  are  two  possible  reasons: 


• It  isn’t  considered  a high-profile  or  profitable  career. 

• Excellent  servers  require  specific  skills,  knowledge,  and  attitudes  that  many  people  don’t  have. 


15.  The  responsibilities  of  a wine  steward  include 

• presenting  and  serving  wines 

• refilling  glasses 

• ordering  wines 

• storing  wines 

• being  responsible  for  inventory  control 

The  last  three  responsibilities  aren’t  included  in  your  text.  Did  you  think  of  others? 

16.  a.  The  duties  of  a bus  person  include 


Did  you  think  of  other  reasons? 


Se 


• assisting  servers 

• cleaning  and  resetting  tables 

• pouring  water  and  coffee 

• removing  plates  and  cutlery 

• serving  bread  rolls 

• cleaning  and  stocking  side  stations 


2. 
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b.  Responses  will  vary.  Here  are  a few  ideas  with  which  to  compare  your  own.  A bus  person  should  be 


• well  groomed 

• friendly 

• cooperative 

• knowledgeable 

• a team  player 


• courteous 

• helpful 

• observant 

• well-organized 

• physically  fit 


A bus  person  would  need  the  following  skills: 

• setting  tables  for  a number  of  food  functions 

• folding  napkins 

• resetting  tables  during  rushed  periods 

• pouring  drinks 

• predicting  items  that  will  be  needed  for  peak  periods  so  that  the  side  station  can  be 
appropriately  stocked 

• anticipating  guests’  needs  (water,  coffee,  tea,  and  so  on) 

• keeping  the  serving  area  clean  (The  busser  needs  to  see  when  the  serving  area  is  incorrectly 
set,  when  chairs  or  tables  are  out  of  place  or  littered  with  crumbs  or  other  debris,  when  items 
are  missing  from  tables  (sugar,  salt,  spoons,  and  so  on),  and  when  candles  are  not  lit.) 


Section  I : Activity  4 

1.  The  following  hostess  duties  would  require  training: 

• organizing  reservations 

• coordinating  the  service  staff 

• organizing  group  reservations 

• helping  service  staff 

• greeting  customers 

• communicating  with  guests 

• being  a team  player 

• protecting  service  standards 

• solving  problems 

• communicating  with  service  and  kitchen  staff 

• resolving  conflicts  successfully 

• knowing  policies,  procedures,  and  health-and-safety  regulations 

• knowing  services,  facilities,  and  food-and-beverage  items 

I 

2.  Responses  will  vary.  Compare  yours  to  this  one: 

A food-certification  program  would  be  beneficial  for  a host/hostess  career  because  many  of  the 
duties  require  training.  A certification  program  would  ensure  that  everyone  working  in  the  field 
would  have  the  knowledge,  skills,  and  attitudes  to  do  an  excellent  job.  For  example,  all  hosts  and 
hostesses  would  know  how  to  resolve  conflicts  and  solve  problems  successfully.  They’d  also  have 
knowledge  and  descriptive  skills  about  menu  items. 
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3.  The  company  supplied  some  on-the-job  training  for  basic  duties.  As  well,  the  company  may  have  supplied 
seminars  for  “win-win  conflict  resolution”  skills,  customer  service  skills  (for  example,  Alberta  Best)  and 
perhaps  teamwork  and  organizational  skills.  The  company  also  offered  training  in  CPR  - Heartsaver. 

Note  that  Gabrielle  took  training  in  high  school  in  a tourism  program  and  food-and-beverage  courses. 

4.  a.  Gabrielle  is  seeking  bartender  training  and  possible  promotion  to  the  bar. 

b.  Because  she’s  seeking  a career  as  a flight  attendant  for  an  international  airline,  it  would  be  in 
Gabrielle’s  best  interest  to  have  documented  proof  of  the  training  she’s  received.  Although  the 
company  she’s  currently  working  for  will  provide  references,  she’ll  need  proof  of  specific  skills  and  3. 
training.  This  would  be  best  accomplished  through  certification. 

5.  Your  chart  will,  of  course,  depend  on  the  institutions  and  programs  you’re  comparing.  Did  you  learn  much 
about  what’s  being  offered  by  postsecondary  institutions  in  Alberta  in  the  food-service  industry? 

6.  Responses  will  vary.  Are  you  beginning  to  get  ideas  on  the  sorts  of  programs  that  might  interest  you? 

Section  I:  Follow-up  Activities 


Extra  Help 


1.  Were  some  of  the  restaurants  difficult  to  categorize?  Did  you  need  to  contact  any  managers  to  find  out 
specifics  on  ownership  and  the  job  titles  of  employees? 

Did  you  visit  (or  discuss)  three  similar  establishments,  or  did  you  go  for  variety?  What  did  you  learn 
about  the  restaurants  in  your  area — or  about  yourself  and  the  type  of  restaurants  you  patronize? 

2.  What  did  you  learn  about  the  jobs  available  in  the  food-service  industry?  In  which  areas  are  the  most  jobs 
available?  In  which  areas  are  the  fewest  available? 


If  you’re  in  a classroom  setting,  see  if  you  can  get  your  poster  displayed. 

3.  If  you’re  working  in  a classroom  situation,  try  to  get  your  poster  displayed.  What  can  you  learn  by 
studying  the  posters  of  your  classmates?  If  you’re  working  alone,  what  did  you  learn  by  creating  your 
poster? 

Enrichment 

1.  Responses  will  vary.  Did  you  remember  to  include  the  following  information? 

• category  (fine-dining,  speciality-ethnic,  family,  fast-food) 

• ownership  (independent,  chain,  franchise) 


• location  (In  a large  city  or  a small  town?  Free-standing  or  in  a mall?  In  what  part  of  the  country?) 

• clientele  (ages  and  income) 

• employees  (Did  you  give  examples  of  the  knowledge  and  skills  needed?  Did  you  identify  the  areas 
in  which  your  employees  would  require  knowledge?  What  positions  would  your  establishment 
require?  How,  when,  and  where  would  your  employees  be  trained,  certified,  or  educated?) 
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:|  2.  a.  and  b.  Did  you  find  you  could  learn  much  from  the  Yellow  Pages?  The  ads  likely  gave  you  some  idea  as 
to  the  types  of  establishments  being  advertised,  but  little  more  than  that. 

c.  Responses  will  vary.  Here  are  a few  ideas: 

• Have  a friend  visit  and  try  the  restaurants. 

• Phone  the  restaurants  for  details. 

• Call  the  Better  Business  Bureau  in  your  community. 

• Ask  around. 

3.  This  is  something  you  should  have  had  some  fun  with.  Did  you  record  your  broadcast?  If  so,  try  to  play  it 
for  family  or  friends  and  get  some  feedback. 

I Role  playing  is  a wonderful  method  of  coming  to  understand  a subject  from  different  points  of  view.  The 
interviews  in  your  broadcast  should  have  broadened  your  understanding  of  some  of  the  issues  involved. 

4.  Were  you  able  to  discover  anything?  If  you’re  interested  in  tourism  in  general,  there’s  a good  deal  of 

, information  on  the  Internet,  though  most  of  it  seems  to  be  targeted  at  people  interested  in  travel  rather 
than  those  looking  for  career  information.  Still,  the  more  you  can  learn  about  tourism  in  general,  the 
| better  equipped  you  are  for  a career  in  the  industry. 

Section  2:  Activity  I 

1 1.  Responses  will  vary.  Here  are  some  possible  ones: 

• To  demonstrate  American  service  using  doughnuts,  I’d  place  doughnuts  on  individual  plates  in  the 
kitchen  and  serve  them  to  individual  employees  (guests) . 

• To  demonstrate  Russian  service  I’d  place  a selection  of  doughnuts  on  serving  trays  and  offer  the 
trays  to  the  guests  so  they  could  make  a selection.  Once  the  guests  had  made  their  selections,  the 
doughnuts  would  be  removed  from  the  tray  using  tongs  and  placed  on  the  guests’  plates. 

• To  demonstrate  French  service  I’d  take  plain  doughnuts  and  various  icings,  fillings,  toppings,  and 
sprinkles  to  a small  table  beside  the  guests’  table.  I’d  then  prepare  each  doughnut  in  front  of  the 
guests  according  to  their  desires. 

• To  demonstrate  English  service  I’d  put  assorted  doughnuts  on  trays  or  in  baskets  and  set  them  in 
the  middle  of  the  table  so  that  the  guests  could  pass  the  trays  around  the  table,  each  making  his  or 
her  own  selection. 

2.  a.  French  service 

b.  cafeteria  service 

c.  tray  service 

d.  English  service 
i e.  buffet  service 

f.  fast-food  service 

g.  modified-deluxe  buffet  service 

h.  American  service 

i.  deluxe  buffet  service 

j.  Russian  service 
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Section  2:  Activity  2 

1.  a.  At  a Sunday  brunch  serving  salad,  soup,  and  fish  a guest  would  expect 


• a dinner  fork 

• a fish  fork 

• a salad  fork 

• a soup  spoon 


• a teaspoon 

• a dinner  knife 

• a fish  knife 

• a butter  knife 


b.  At  a western-theme  barbecue  serving  steak,  salad,  and  desserts  in  parfait  glasses  a guest  would  expect 


• a salad  fork 

• a dinner  fork 

• a teaspoon 

• a dinner  knife 


• a steak  knife 

• a butter  knife 

• a parfait  spoon 


c.  At  a formal  dinner  serving  consomme,  salad,  shrimp  cocktail,  and  salmon  a guest  would  expect 


• a salad  fork 

• a dinner  fork 

• a cocktail  fork 

• a fish  fork 

• a dinner  knife 

• a fish  knife 


• butter  knife 

• a consomme  spoon 

• a teaspoon 

• a dessert  fork 

• a dessert  spoon 


d.  At  a breakfast  serving  traditional  breakfast  selections  a guest  would  expect 


• a dinner  fork 

• a dinner  knife 

• a teaspoon 

• a dessert  spoon 

2.  a.  The  tray  most  suitable  for  clearing  a table  in  a family  restaurant  would  be  a bus  pan  or  perhaps  a 

banquet  tray. 

b.  The  tray  most  suitable  for  serving  before-dinner  drinks  to  guests  would  be  a bar  tray. 

c.  The  tray  most  suitable  for  returning  change  to  a guest  would  be  a change  tray. 

d.  The  tray  most  suitable  for  serving  food  items  in  a fine-dining  room  would  be  a banquet  tray. 

e.  The  tray  most  suitable  for  clearing  tables  in  a fine-dining  room  would  be  a banquet  tray. 

f.  The  tray  most  suitable  for  serving  with  a tray  stand  would  be  a banquet  tray. 

3.  a.  Because  each  cover  is  60  cm  long  and  each  side  of  the  table  is  2.5  m (250  cm),  you  can  sit  four  people 

on  each  side  (250  + 60  = 4.16)  for  a total  of  eight  covers. 

b.  Because  each  cover  is  60  cm  long  and  each  side  of  the  table  is  1.8  m (180  cm),  you  can  sit  three  people 
on  each  side  (180  +■  60  = 3)  for  a total  of  six  covers. 
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4.  a.  Did  you  remember  to  include  a cup  and  saucer,  a water/juice  glass,  a dinner  knife,  a dinner  fork,  a 
teaspoon,  a dessert  spoon  and  a napkin?  Did  you  place  the  coffee  cup  handle  at  the  three-o’clock 
position?  Is  the  water  glass  directly  above  the  knife  with  the  coffee  cup  to  the  right  of  the  water/juice 
glass?  Is  your  table  setting  2.5  centimetres  from  the  edge  of  the  table? 

b.  Did  you  remember  to  include  a cup  and  saucer,  a water  glass,  a bread-and-butter  plate,  and  a dinner 
plate?  Did  you  include  a dinner  knife,  a steak  knife,  and  a butter  knife  (with  the  spreading  edge  facing 
away  from  the  guest  on  the  edge  of  the  bread  and  butter  plate)  ? Is  the  butter  knife  parallel  with  the 
other  cutlery?  Do  the  cutting  edges  of  the  knives  face  the  plate?  Did  you  include  a dinner  fork  and  a 
salad  fork?  A teaspoon  and  a dessert  spoon?  Are  the  forks  on  the  left-hand  side  of  the  plate  with  the 
salad  fork  on  the  outside  edge?  Is  the  water  glass  directly  above  the  knives  with  the  coffee  cup  to  the 
right  of  the  water  glass?  Did  you  place  the  coffee  cup  handle  at  the  three-o’clock  position?  Is  your 
table  setting  2.5  centimetres  from  the  edge  of  the  table? 

c.  Did  you  remember  to  include  a cup  and  saucer,  a water  glass,  a wine  glass,  a bread-and-butter  plate, 
and  a dinner  plate?  Did  you  include  the  correct  cutlery:  a dinner  knife  and  a butter  knife  (with  the 
spreading  edge  facing  away  from  the  guest  on  the  edge  of  the  bread-and-butter  plate)  ? Is  the  butter 
knife  parallel  with  the  other  cutlery?  Do  the  cutting  edges  of  the  knives  face  the  plate?  Did  you 
include  a dinner  fork  and  a cocktail  fork?  Are  the  forks  on  the  left-hand  side  of  the  plate  with  the 
cocktail  fork  on  the  outside  edge?  Are  the  water  and  wine  glasses  directly  above  the  knife  with  the 
wine  glass  to  the  right  of  the  water  glass  and  the  coffee  cup  to  the  right  of  the  wine  glass?  Did  you 
place  the  coffee-cup  handle  at  the  three-o’clock  position?  Did  you  include  the  correct  spoons:  a 
teaspoon  and  a consomme  spoon?  Did  you  include  a dessert  spoon  and  dessert  fork  across  the  top  of 
the  dinner  plate  with  the  fork  at  the  top  facing  right  and  the  spoon  below  the  fork  facing  left?  Is  your 
table  setting  2.5  centimetres  from  the  edge  of  the  table? 

Section  2:  Activity  3 

1.  Responses  will,  of  course,  vary.  Compare  yours  to  these: 

• “Good  Day.  Table  for  two?” 

• “Good  Afternoon.  Would  you  care  for  a table  or  a booth?” 

• “Good  Evening.  We  have  a fabulous  buffet  tonight.” 

• “It’s  a beautiful  evening,  isn’t  it?  It’s  nice  to  see  you.” 

• “Hello.  We  hope  you  enjoy  your  time  with  us.” 

Your  phrases  should  be  pleasant  and  show  some  creativity.  Check  each  of  your  ideas  to  see  if  you 
remembered  to  be  formal,  but  not  overly  so,  (don’t  use  “Hi”  unless  you’re  working  in  a very  informal 
atmosphere),  and  that  you  used  a variety  of  expressions. 

2.  Responses  will  vary.  Compare  yours  with  the  ones  that  follow.  Did  you  remember  to  describe  each  item  to 
create  a visual  taste  for  the  customer? 

! 

a.  Our  chef  makes  a wonderful  baked  Alaska.  It’s  made  with  a delicate  sponge  cake  topped  with  smooth, 
rich  ice  cream  and  then  covered  in  a fluffy  meringue  lightly  browned  in  the  oven.  It’s  a taste  you  won’t 
want  to  miss. 

b.  Our  chicken  a la  king  is  made  with  a rich,  flavourful  cream  sauce  filled  with  plump  and  tender 
mushrooms,  savoury  onions,  green  peas,  and  succulent,  sweet  red  peppers. 

j c.  Our  crepes  suzette  are  prepared  at  your  table  in  the  traditional  French  style.  They’re  delicate,  thin 
pancakes  flambeed  with  the  best  brandy  and  liqueurs.  It’s  a very  traditional  but  exciting  taste 
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d.  Our  burgers  are  prepared  from  the  freshest  ingredients:  a juicy  meat  patty  topped  with  crisp  smoked 
bacon,  lettuce,  tomatoes,  and  real  Canadian  cheese.  The  flavour  is  brought  out  by  our  special  sauce. 
Ours  are  the  best  burgers  you’ll  ever  taste — guaranteed. 

3.  Your  order  form  should  look  like  this: 


APPETIZER 

ENTREE 

VEGETABLE 

DESSERT 

BEVERAGE 

1 gard  sal 

sal  st 

bked  pot 

T 

2 Caes  sal 

ch  Kiev 

rice 

cof 

3 

4.  If  you  thought  carefully,  your  diagram  will  look  like  this: 
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5.  Answers  will  vary.  Did  you  remember  to  describe  the  item  and  ask  for  the  order?  Did  you  use  a variety  of 
questions  rather  than  repeating  the  same  one?  Compare  your  ideas  with  these: 

a.  We  have  a sinful  chocolate  layer  cake  for  dessert.  Would  you  like  to  try  some? 

b.  There’s  nothing  so  wonderful  as  an  apple  pie  with  a flaky  crust,  spiced  ever  so  lightly  with  cinnamon. 
Shall  I bring  you  some  for  dessert? 

c.  Sweet,  red,  juicy  strawberries  served  on  a rich  and  creamy  cheesecake  is  our  featured  dessert  today. 
Would  you  care  to  try  some? 

d.  The  chef  has  created  a wonderful  assortment  of  decadent  pastries  filled  with  sweet  cream  and  topped 
with  chocolate,  nuts,  or  fruit.  Shall  I show  you  a selection? 

6.  a.  Responses  will  vary,  but  doing  this  isn’t  a good  idea.  In  the  first  place,  it’s  simply  dishonest;  and  in  the 

second  place,  it’s  ultimately  bad  for  business.  As  word  gets  around  that  second-rate  food  is  being 
recommended,  guests  will  stop  coming. 

b.  This  is  difficult,  especially  if  your  employer  or  supervisor  is  keeping  an  eye  on  the  number  of  desserts 
servers  are  selling.  If  you’re  taken  to  task  for  failing  to  up-sell  enough,  the  best  idea  is  probably  to 
explain  your  reasons  to  your  supervisor,  pointing  out  that  ultimately  this  sort  of  up-selling  will  be  bad 
for  business.  Who  knows?  All  this  could  result  in  better  desserts. 

7.  a.  Responses  will  vary.  Here’s  one  person’s  reaction. 

My  first  impression  would  be  disappointment.  I might  consider  eating  at  another  food  establishment 
and  would  probably  be  extra  critical  if  anything  else  were  to  go  wrong  when  I was  dining  at  the 
establishment. 

b.  The  staff  should  have  replaced  the  tablecloths  table  by  table  instead  of  stripping  all  the  tables  at  once. 

8.  Looking  at  all  the  dirty  dishes  while  you  ate  dessert  would  probably  detract  from  your  dining  experience. 

! Dirty  dishes  are  unappetizing. 

Section  2:  Follow-up  Activities 

Extra  Help 

1.  Your  chart  should  look  like  this: 


fast-food 


COMMON  TYPES  OF  FOOD  SERVICE 

table  tray  buffet 

service  service  service 


cafeteria 


service 


American  Russian  French  English 


buffet 


deluxe  modified-deluxe 


buffet 


service 


service 


buffet 

service 


I 
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2.  Your  chart  should  look  like  this: 


Type  of  Food  Outlet 

Probable  Type  of  Service 

A fine-dining  restaurant 

American,  Russian,  French, 
English,  buffet  (especially 
deluxe  buffet)  service 

At  a bus  terminal 

cafeteria  service 

On  a plane 

tray  service 

A family  restaurant 

American  or  buffet  service 

An  establishment  serving 
hamburgers  and  pizzas 

fast-food  service  or  American 
service;  family  service  for  pizza 

3.  a.  Answers  should  include  a puzzle,  clues,  and  an  answer  key.  The  puzzles,  of  course,  will  all  vary 
greatly.  The  clues  will  vary  too,  but  should  be  something  like  these: 

water  glass:  This  is  a stemmed  or  flat-bottomed  glass. 

wine  glass:  This  is  a stemmed  glass  used  to  serve  red  or  white  wine. 

dinner  (knife):  This  knife  is  used  for  basic  entrees  and  has  a rounded  upper  edge. 

steak  (knife):  This  knife  is  used  when  steak  is  being  served  and  has  a pointed  tip  and  serrated  edge. 

fish  (knife):  This  knife  is  used  when  fish  or  hors  d’oeuvres  are  being  served  and  has  a long,  wide, 
smooth  blade. 

butter  (knife):  This  knife  is  used  to  spread  butter  on  rolls  or  bread  and  has  a small,  rounded,  smooth 
blade. 

dinner  (fork):  This  fork  is  used  for  basic  entrees. 

fish  (fork):  This  fork  is  used  when  fish  or  hors  d’oeuvres  are  being  served. 

salad  (fork):  This  fork  is  sometimes  used  when  desserts  are  served  and  has  shorter  and  wider  tines 
than  a dinner  fork. 

cocktail  (fork):  This  fork  has  three  short  tines  and  is  very  small. 

teaspoon:  This  spoon  has  a medium-sized  oval  bowl  and  is  used  when  tea,  coffee,  fruit  cocktail,  or  ice 
cream  is  being  served. 

consomme  (spoon):  This  spoon  has  a large,  round  bowl  and  is  used  when  consomme  is  served. 

dessert  (spoon):  This  spoon  has  a large,  oval  bowl  and  is  often  used  when  soups  and  cereals  are  being 
served. 
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parfait  (spoon):  This  spoon  has  a long,  delicate  handle.  It’s  ideal  for  reaching  into  the  bottoms  of 
parfait  dishes. 

traystand:  This  is  a folding  portable  stand  used  to  set  banquet  trays  on  in  the  dining  room, 
banquet  (tray):  This  is  a large,  oval  tray  used  to  transport  items  to  and  from  the  dining  room, 
arm  (tray):  This  tray  is  rectangular  and  has  rounded  corners.  It’s  used  for  a variety  of  jobs, 
bar  (tray):  This  tray  is  small,  round,  and  used  to  serve  drinks. 

change  (tray) : This  tray  is  small  and  used  to  present  the  bill  and  change  to  guests.  The  tray  might 
bear  the  name  of  the  restaurant. 

bus  pan:  This  is  a deep-sided  pan  made  from  plastic  or  rubber  used  when  clearing  tables. 

tongs:  This  utensil  is  used  to  serve  salad,  meats,  rolls,  pastries,  and  other  assorted  foods.  It’s  hinged 
and  long  handled  and  has  scalloped  or  claw-like  tips  ideal  for  gripping  food. 

ice  scoop:  You  should  never  use  a glass  to  scoop  ice.  Instead  you  should  use  this  item. 

water  jug:  This  plastic  jug  is  used  to  serve  water  or  juice. 

coffeepot:  Two  types  of  this  item  are  commonly  used  in  the  food-service  industry:  one  is  a round 
glass  pot  with  a plastic  handle,  and  the  other  is  tall,  slender,  and  silver. 

teapot:  Two  types  of  this  item  are  used  in  the  food-service  industry.  However,  the  most  common  type 
is  made  from  stainless  steel  and  has  a flat,  hinged  lid. 

(dinner)  plate:  This  is  the  dish  on  which  most  entrees  are  served. 

cup  and  saucer:  These  are  used  to  serve  coffee  and  tea.  The  handle  should  be  pointed  at  the  three- 
o’clock  position  when  setting  the  table. 

bread-and-butter  plate:  This  small  plate  is  used  to  serve  bread  and  rolls, 
soup  bowl:  This  dish  is  used  to  serve  soup  and  cereal, 
soup  cup:  This  dish  is  used  to  serve  small  portions  of  soup. 

cover:  This  is  a table  setting  or  the  amount  of  space  required  by  a guest  to  consume  a meal, 
eight  top:  This  expression  denotes  a round  table  that  seats  eight  people, 
eighty-sixed:  This  is  a term  used  to  indicate  that  the  kitchen  has  run  out  of  an  item. 


aperitif:  This  is  a before-dinner  drink. 

up-selling:  This  marketing  technique  is  used  to  increase  sales  and  includes  suggesting  items  to 
guests. 

Of  course  you  may  have  made  your  puzzle  more  challenging  by  creating  less  obvious  clues.  For 
instance,  your  clue  for  steak  knife  might  be  something  like  “you  won’t  use  this  if  you  ordered  fish,”  or 
your  clue  for  salad  fork  could  be  “this  usually  goes  to  the  left  of  the  dinner  fork.” 
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b.  How  did  your  study  partner,  friend,  or  family  member  fare  with  your  puzzle?  How  did  you  do  with  the 
one  given  you  to  complete?  Constructing  and  completing  crossword  puzzles  can  be  an  effective  and 
enjoyable  way  to  review  whenever  there  are  a number  of  terms  and  definitions  to  learn  . 

Enrichment 

1.  a.  According  to  the  video,  people  eat  in  cafeterias  for  different  reasons.  Business  people,  shoppers,  and 

students  do  it  because  they’re  in  a hurry,  dieters  because  they  want  a chance  to  select  a balanced 
meal,  and  families  because  cafeterias  make  budget  control  easier. 

b.  According  to  the  video,  the  main  attraction  of  cafeterias  over  other  typical  restaurants  is  the  eye  appeal 
of  the  displayed  food.  As  well,  in  institutions  (hospitals,  for  example)  the  time  factor  is  also  important. 
Though  the  video  doesn’t  make  mention  of  this  factor,  relatively  low  prices  are  also  a major  attraction 
of  cafeterias. 

c.  Some  of  the  server’s  duties  are  to 

• clean  the  area  and  prepare  the  station  with  the  equipment  necessary  for  the  meal  (dishes,  plates, 
clean  towels,  and  water) 

• check  the  drain  in  the  ice  counter 

• carefully  display  each  item  according  to  the  pattern  supplied  by  the  supervisor 

• check  each  item 

• know  which  foods  should  be  chilled  and  which  served  hot 

• be  prepared  to  answer  customers’  questions — such  as  the  prices  and  ingredients  of  the  various 
dishes 

• make  sure  that  all  the  items  on  the  menu  are  on  the  counter 

• display  all  price  changes 

d.  When  the  rush  is  on,  the  server  must  serve  food  and  people. 

e.  According  to  the  video,  the  server  must  cross  the  barrier  by  being  friendly  and  outgoing. 

f.  A number  of  things  can  be  done  to  make  the  food  look  appetizing.  Here  are  some  of  them: 

• Check  the  appearance  of  every  pan  as  it’s  delivered. 

• Check  every  plate  for  damage  or  dirt. 

• Serve  the  recommended  portions,  but  comply  with  guests’  special  requests. 

• Drain  any  excess  juices  from  the  plates. 

• Wipe  up  any  excess  food  on  the  rims  of  the  plates. 

• Send  any  pans  less  than  a third  full  back  to  the  kitchen  for  re-panning. 

• Keep  the  serving  area  clean. 

g.  The  common  tasks  are  to  serve  the  guests  pleasantly  and  to  keep  that  line  moving. 

2.  Responses  will  vary.  Were  you  able  to  speak  with  three  managers  from  a variety  of  restaurant  types?  Did 
you  remember  to  arrange  for  your  interview  ahead  of  time?  Did  you  prepare  in  advance  the  questions  you 
wanted  to  ask?  Did  you  thank  your  interviewees  for  their  time  and  cooperation?  Were  you  able  to  learn 
much  from  your  interviews? 
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;3.  Checklists  will  vary  somewhat;  compare  your  own  to  the  one  that  follows. 


BUFFET  CHECKLIST 

Setup 

• cold  buffet  tables  suitably  laid  out 

• hot  buffet  straight-line  arrangement 

• table  for  silver  and  napkins 

• ice  pans  for  cold  food 

• steam  table  or  chafing  dishes  for  hot  foods 

• all  dishes  conveniently  positioned 


Food  Placement 

• food  items  arranged  in  the  order  that  they  would  be  served  from  a menu 

• hors  d’oeuvres  and  appetizers  set  out  first 

• cold  buffet  second 

• hot  buffet  third 

• dessert  buffet  fourth 

• tiers  used  to  vary  levels 

• food  types  alternated 

• sizes  alternated 

• colours  alternated 

• cold  plates  eye  catching 

• food  doesn’t  hang  over  edges  of  plates 


guests  able  to  reach  all  foods  easily 
platters  evenly  spaced 

attempt  made  for 

- variety 

- colour 


Vc;..c. 


excitement 
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hot  buffet 

- carved  meats  first 


- chafing  dishes  (foods  that  hold  up  well)  second 

..  . 

- pastas  third 

- variety  of  hot  vegetables  fourth 

• dessert  buffet 

- cheese  and  fruits 

- pastries  and  other  desserts 

• correct  plate  sizes  available  on  each  table 

• correct  utensils  beside  or  in  each  dish 

Service 

• servers 

- look  clean,  neat,  and  well  groomed 

- provide  service  at  the  hot  buffet 

- provide  efficient  service 

- are  courteous 

- are  knowledgeable 

, 

- meet  guests  requests 

- don’t  waste  food 

- create  appetizing  plates 

- give  seconds  gladly 

iFood  Sanitation  and  Maintenance 

• only  rims  of  plates  touched 

• spills  cleaned  immediately 
• platters  and  dishes  refilled  as  necessary 
• food  temperature  maintained 
• floor  maintained  and  spills  swept  up 
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Section  3:  Activity  I 

!1.  Although  everyone’s  menus  will  be  different,  they  should  be  similar  to  the  following  in  general  format. 


• A la  Carte  Menu 


Pleasantview  Restaurant 

$ Garden  Salad 

$4.95 

$ Clam  Chowder 

$3.95 

$ Chicken  Florentine 

$12.95 

$ Rice  Pilaf 

$4.50 

$ Steamed  Broccoli 

$3.95 

$ Fresh  Melon 

$4.95 

$ Coffee  or  Tea 

$1.00 

It 
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• Table  d’Hote  Menu 


2.  a.  a fine-dining  restaurant: 

• lunch  menu 

• dinner  menu 

• alcoholic-beverage  menu 

• dessert  menu 

b.  a pancake  house 

• breakfast  menu 

• lunch  menu 

• dinner  menu 

• children’s  menu 

• seniors’  menu 

• California  menu 

• alcoholic-beverage  menu  (perhaps) 
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c.  a downtown  cafe 


• lunch  menu 

• dessert  menu 

• seniors’  menu 

• alcoholic-beverage  menu 

d.  a family  restaurant 

• breakfast  menu 

• lunch  menu 

• dinner  menu 

• children’s  menu 

• seniors’  menu 

• California  menu 

• alcoholic-beverage  menu  (perhaps) 

e.  a steak  house 

• dinner  menu 

• seniors’  menu 

• alcoholic-beverage  menu 

• dessert  menu 


Section  3:  Activity  2 

1.  The  responses  of  each  individual  you  interviewed  may  have  been  different;  and  you  probably  discovered 
, that  people  vary  a great  deal  in  some  of  their  needs,  wants,  and  expectations.  However,  you  should  have 
also  discovered  that  all  people  have  basic  similar  needs.  All  people  need  good,  healthy  food — though  they 
| might  not  always  want  it! 


2.  a.  1)  Grain  Products:  five  to  twelve  servings  per  day 


2)  Vegetables  and  Fruit:  five  to  ten  servings  per  day 

3)  Milk  Products 

• for  children  four-to-nine  years  old:  two  to  three  servings  per  day 

• for  youths  ten-to-sixteen  years  old:  three  to  four  servings  per  day 

• for  adults:  two  to  four  servings  per  day 

• for  pregnant  and  breast-feeding  women:  three  to  four  servings  per  day 

4)  Meat  and  Alternatives:  two  to  three  servings  per  day 

b.  Although  generalizations  may  vary,  you  should  have  concluded  that  the  menus  must  provide  more 
selections  in  the  categories  of  grain  products  and  fruits  and  vegetable  than  in  the  category  of  meat  and 
alternatives. 
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3.  Menus  will,  of  course  vary.  Did  you  remember  to  use  an  a la  carte  menu  pricing  style,  a suitable  type  face,  4. 
appropriate  artwork,  and  other  menu-layout  techniques?  Did  you  include  the  name  of  your  outlet?  Did 
you  remember  to  offer  foods  that  you  can  prepare  on  your  equipment? 


Here’s  a sample  menu  with  which  you  can  compare  your  own. 


iH 

ill 

ill 

ill 

iH 

fM 

mk 

lH 

Potato  Palace 


Stuffed  Baked  Potatoes 

The  Green  Machine  $3.99 

Stuffed  with  spinach  and  broccoli 

Super  Slaw 

Topped  with  crisp  coleslaw 

The  Texan 

Filled  with  rich,  spicy  chili 


Beverages 

Lemonade  $1.00 

Iced  Tea  $1.50 

Blueberry  Punch  $1.99 

Desserts 

Apple  Crisp  $2.50 

Made  with  fresh,  tart  apples 


Lemon  Tarts 

Homemade  and  piled  high  with  fresh  whipped  cream 


$2.99 

$4.50 


I 
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; 4.  The  calculated  minimum  menu  prices  should  be  exact.  The  fine-dining  and  family  restaurant  prices 
should  vary  but  show  realistic  prices. 


MENU  PRICES 


One  Serving 
Cost 

Calculated 
Minimum 
Menu  Price 

Fine-Dining 

Restaurant 

Family 

Restaurant 

Chicken 

$1.75 

$5.00 

$ 9.00 

$7.50 

Turkey 

$1.25 

$3.57 

$ 8.00 

$6.50 

Fish 

$2.00 

$5.71 

$10.00 

$7.50 

Potato 

$ .25 

$ .71 

$ 3.50 

$2.00 

Broccoli 

$ .45 

$1.29 

$ 4.50 

$3.00 

Bread  rolls 

$ .15 

$ .43 

$ 1.50 

$1.00 

Black  Forest 
cake 

$1.35 

$3.86 

$ 6.00 

$4.50 

Lemon  pie 

$1.00 

$2.86 

$ 5.00 

$3.50 

5.  Menus  will,  of  course,  vary. 

a.  Did  you  remember  to  use  an  a la  carte  pricing  style  and  to  price  each  item  individually?  Did  you  use 
all  nine  menu  categories? 

• appetizers 

• salads 

• soups 

• hot  sandwiches 

• cold  sandwiches 

Here’s  one  a la  carte  menu  with  which  you  can  compare  your  own. 


• entrees 

• side  orders 

• beverages 

• desserts 
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b.  Did  you  remember  to  use  a table  d’hote  pricing  style  and  to  price  the  entire  meal?  Did  you  use  only 
six  menu  categories? 


• appetizer 

• salad 

• soup 


• entrees 

• beverage 

• dessert 
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Compare  your  table  d’hote  menu  to  this  one: 


Garden  Terrace 

Appetizer 

Chicken  Liver  Pate  and  Water  Crackers 

Salad 

Caesar  Salad 

Entrees 

Lemon  Chicken 
with  rice,  sauteed  mushrooms, 
and  artichoke  hearts 

Beverages 

Assorted  Juices 
Coffee  and  Tea 

Dessert 

Strawberry  Torte 


$35.00  per  person 
Plus  GST 


Section  3:  Activity  3 

Menus  will  vary.  Check  to  see  if  you  remembered  to  use  a la  carte  pricing.  Did  you  provide  a variety  of 
meat-free  items  if  you  prepared  a vegetarian’s  menu?  Did  you  offer  low-fat,  low-cholesterol,  and  low-sugar 
items  if  you  were  thinking  of  diabetics?  Did  you  remember  not  to  mix  dairy  and  meat  products  and  to 
eliminate  pork  and  shellfish  if  you  were  producing  a kosher  menu?  Did  you  use  the  following  categories 
on  your  menu? 


• soup  • salad 

• entree  • dessert 

• beverage 

Did  you  include  three  selections  under  each  heading? 
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2.  Letters  will  vary,  but  the  format  should  be  similar  to  that  of  the  following  sample  letter. 


Garden  Vista 

12345  98  Street 
Edmonton,  Alberta 
T7N  1R4 

June  11,  199 


Canadian  Institute  for  the  Visually  Impaired 
54321  100  Street 
Edmonton,  Alberta 
TOG  5T6 

Dear  Sir  or  Madam: 

The  Garden  Vista  is  pleased  to  invite  members  of  your  institute  to  our  restaurant.  We  are 
conveniently  located  in  Edmonton  at  12345  98  Street.  We  offer  an  a la  carte  menu  and  feature 
two  specials  daily.  We  are  open  for  lunch  at  11:00  a.m.  and  close  in  the  evening  at  11:00  p.m. 

Our  staff  is  well  trained  in  serving  the  visually  impaired.  We  have  tables  suitable  for  guests 
accompanied  by  guide  dogs.  Our  waiters  are  willing  to  read  the  menu  to  guests  and  help  them 
to  select  items. 

We  look  forward  to  hearing  from  you.  Call  456-7890  for  reservations. 

Sincerely, 


(Your  Name) 
Maitre  d’ 


3.  a.  Food-service  workers  must  anticipate  every  customer’s  needs,  wants,  and  expectations. 

b.  Food-service  workers  must  satisfy  the  guests  the  first  time  and  every  time. 

c.  Potential  customers  are  more  influenced  by  the  opinions  and  dining  experiences  of  their  friends  than 
by  advertising.  If  guests  have  a poor  experience  at  your  restaurant,  they’re  likely  to  tell  all  their 
friends.  If  customers  are  totally  satisfied,  they’ll  tell  their  friends  what  a wonderful  time  they  had. 
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Section  3:  Activity  4 


1.  Charts  will  vary  slightly,  but  should  look  much  like  this  one: 


GREETING  AND  SEATING  GUESTS 


Appearance 

Correct,  Knowledgeable 
Service 

Concern  and  Warmth 

• has  excellent  hygiene 

• is  organized 

• is  enthusiastic 

• is  well  groomed 

• has  people  skills 

• is  eager  to  serve 

• is  clean 

• has  telephone  skills 

• is  sincere 

• has  trimmed  hair 

• has  table-setting  knowledge 

• is  friendly 

• has  trimmed  finger  nails 

• has  menu  knowledge 

• is  warm 

• has  clean  teeth 

• has  communication  skills 

• is  honest 

• wears  minimal  jewellery 

• has  menu-presentation  skills 

• is  caring 

• wears  clean,  pressed  uniform 

• has  guest-seating  skills 

• is  service  oriented 

• wears  clean  shoes 

• ensures  correct  meal  service 

• makes  a good  first  impression 

• schedules  reservation 

• makes  guests  comfortable 

• inspects  dining  room 

• handles  complaints 

• is  prompt 

• uses  varied  greetings 

• checks  off  reservations 

2.  Checklists  will  vary  somewhat.  Compare  yours  to  this  one: 


MiSE-EN-PLACE  CHECKLIST 


• tables  and  chairs  evenly  spaced 

• no  wobbly  chairs  or  tables 

• pictures  and  artwork  dust  free  and  positioned 

• floors  clean 

• floors  clean  under  tables  and  in  corners 

• chairs  evenly  spaced 

• chairs  free  of  crumbs  and  debris 

• light  fixtures  working  and  dust  free 


• fresh  table  linens  in  place 

• table  cloths  correctly  positioned 


iifcsii 
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□□□□□□□□  □□ 


correct  table  setting  used 

□ 

correct  cutlery  used 

□ 

all  table  settings  the  same 

□ 

salt,  pepper,  sugar  full 

□ 

salt,  pepper,  sugar,  and  table  centre  correctly  placed 

□ 

napkins  correctly  folded  and  placed 

□ 

correct  glassware  used 

□ 

glass  ware  correcty  placed 

□ 

coffee  cup  handles  at  three-o’clock  position 

mmmm iliMt 

□ 

m 


3.  Responses  will  vary  greatly.  Compare  your  ideas  to  these: 

Location 

• Beach  Party:  A beach-party  restaurant  might  be  located  on  the  waterfront  or  at  a beach  location. 

• Baseball:  A restaurant  with  a baseball  theme  might  be  located  at  or  near  a ball  stadium. 

• Royalty:  A royal-motif  restaurant  might  be  located  in  a five-star  hotel. 

Note:  It’s  not  always  important  for  these  restaurants  to  be  located  as  suggested.  Usually  all  the  other 

techniques  to  create  atmosphere  make  guests  feel  they’re  in  the  location  intended. 

Decor 

• Beach  Party:  The  decor  used  to  create  a beach-party  atmosphere  might  include  beach  murals, 
wicker  furniture  and  open-beam  ceilings.  Boats  might  be  used  for  seating  in  the  lounge  or  to  create 
atmosphere. 

• Baseball:  To  create  a baseball  atmosphere,  rustic  tables  and  benches  could  be  used  and  bats, 
gloves,  and  pictures  of  ball  players  could  be  mounted  on  the  walls. 

• Royalty:  To  create  a royal  atmosphere,  heavy  drapes  of  brocade  and  velvet  could  hang  at  the 
windows.  Rich  tapestries  and  portraits  of  past  monarchs  could  decorate  the  walls. 

Music 


• Beach  Party:  To  create  a beach  party  atmosphere,  music  from  the  Beach  Boys  or  beach  movies 
could  be  played. 

• Baseball:  Suitable  music  to  create  a baseball  atmosphere  might  include  songs  like  “Take  Me  Out  to 
the  Ball  Game”  or  themes  from  baseball  movies. 

• Royalty:  Suitable  music  to  create  a royal  atmosphere  might  be  eighteenth-century  harpsichord 
music  or  classical  music  in  general. 
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Staff  uniforms 


• Beach  Party:  Suitable  uniforms  to  create  a beach  party  atmosphere  might  be  Hawaiian  shirts, 
shorts,  sandals,  and  beach  hats. 

• Baseball:  Suitable  uniforms  to  create  a baseball  atmosphere  might  be  baseball  shirts,  uniforms,  and 
caps. 

• Royalty:  Suitable  uniforms  to  create  a royal  atmosphere  might  be  page  uniforms  or  court-jester 
costumes. 

Staff  personalities 

• Beach  Party:  The  most  suitable  staff  personalities  would  be  friendly  and  outgoing. 

• Baseball:  Baseball  or  sports  fans  who  are  fun  and  outgoing  might  be  the  best  personality  types. 

• Royalty:  Staff  with  pleasant  but  slightly  formal  personalities  might  be  the  best  people  to  create  the 
intended  atmosphere. 

Service  style 

• Beach  Party:  The  best  type  of  service  would  be  buffet  or  American  table  service. 

• Baseball:  The  best  type  of  service  would  be  buffet  or  American  table  service. 

• Royalty:  The  best  type  of  service  would  be  Russian  table  service. 

Menu  selections 

• Beach  Party:  Suitable  menu  items  might  be  seafood,  hot  dogs,  hamburgers,  and  other  picnic  items. 

• Baseball:  Suitable  menu  items  might  be  hamburgers  named  after  ball  players,  steaks,  peanuts,  and 
hot  dogs  with  assorted  toppings  named  after  ball  stadiums  or  ball  teams. 

• Royalty:  Suitable  menu  items  would  be  gourmet  foods. 

Table  settings 

• Beach  Party:  The  best  way  to  set  the  table  would  be  with  a luncheon  setting. 

• Baseball:  The  best  way  to  set  the  table  would  be  with  a luncheon  setting. 

• Royalty:  The  best  table  setting  to  use  would  a formal-dinner  setting. 

Decorations 

• Beach  Party:  Suitable  decorations  might  be  green  plants,  beach  balls,  sea  shells,  sand,  and 
volleyball  nets. 

• Baseball:  Suitable  decorations  might  be  signed  posters,  bats,  gloves,  and  balls.  Team  jerseys, 
pennants,  and  caps  could  be  used  for  table  centres  or  to  hang  on  the  walls. 

• Royalty:  Suitable  decorations  might  be  plants,  flowers,  crowns,  opulent  dishes,  and  silver-service 
items. 
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Entertainment 


• Beach  Party:  Suitable  entertainment  might  be  assorted  competitions  such  as  beach  volleyball,  king 
of  the  beach,  queen  of  the  beach,  and  beachwear  fashion  shows. 


• Baseball:  Suitable  entertainment  might  be  a barber  shop  quartet  or  old  baseball  movies. 

• Royal:  Suitable  entertainment  might  be  live  grand  piano  or  a court-jester. 

4.  a.  Your  checklist  and  score  should  look  like  this: 


A SERVICE  CHECKLIST 


server  warm  and  sincere 

0 

table  setting  correct 

0 

order  taken  correctly 

0 

good  knowledge  of  menu  items  demonstrated 

□ 

order  repeated  to  guests 

□ 

beverages  served  from  the  right 

0 

meal  served  from  the  left 

□ 

dishes  cleared  between  courses 

0 

dessert  presented  or  suggested 

0 

no  need  for  guests  to  ask  for  anything 

□ 

rating 

6/10 

b.  The  standard  tip  in  this  case  would  be  $12.75.  However,  because  the  service  was  rated  only  six  out  of 
ten,  perhaps  the  tip  should  reflect  this.  Thus  it  would  become  approximately  $7.50. 


c.  Responses  will  vary.  There  are  certainly  worse  servers  out  there  than  this  one,  but  people  spending  a 
good  deal  of  money  in  an  upscale  restaurant  should  expect  better  service  than  this. 


Responses  will  vary,  but  probably  most  servers  wouldn’t  much  care  for  working  with  this  person 
because  customers  would  tend  to  assume  that  he  was  typical  of  all  the  servers  in  the  establishment. 
This  wouldn’t  be  good  for  business. 


e.  Responses  will  vary,  but  it’s  likely  that  most  managers  would  see  this  server  as  bad  for  business. 

f. 


Responses  will  vary,  but  a good  manager  should  probably  work  with  this  server  to  help  him  improve 
his  skills;  after  all,  he  was  warm,  friendly,  and  courteous — personality  traits  that  can’t  be  taught  as 
easily  as  skills  like  serving  from  the  correct  side.  If  the  server  showed  a willingness  and  ability  to 
learn,  most  managers  would  likely  keep  him  on.  If  no  improvement  were  apparent  soon,  however,  it 
would  probably  be  a mistake  to  continue  employing  him. 
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5.  Compare  your  list  to  this  one: 

FOOD  AND  BEVERAGE  STANDARDS 

• Items  meant  to  be  cold  should  be  served  cold. 

• Items  meant  to  be  hot  should  be  served  hot. 

• Food  should  be  prepared  as  described  on  the  menu. 

• Food  should  be  prepared  to  maintain  nutrition. 

• Food  should  be  pleasing  to  the  eye. 

• Cuts  and  grades  of  meats  should  be  as  described. 

• Meats  should  be  tender. 

• Crisp  foods  should  be  crisp. 

• Portions  should  be  adequate. 

• Foods  should  be  served  with  appropriate  condiments. 

• Safe  food-handling  procedures  should  be  used. 

6.  Compare  your  attitude  checklist  to  the  one  that  follows. 


AN  ATTITUDE  CHECKLIST 


Employee  arrives  at  work  on  time. 

□ 

Employee  is  clean. 

□ 

Employee  is  appropriately  dressed. 

□ 

Employee  is  friendly. 

□ 

Employee  is  cooperative. 

□ 

Employee  is  willing  to  help. 

□ 

Employee  never  complains. 

□ 

Employee  does  a good  job. 

□ 

Employee  tries  to  learn. 

□ 

Employee  works  at  improving. 

□ 

Section  3:  Follow-up  Activities 
Extra  Help 

1.  a.  A table  d’hote  menu  offers  a meal  at  one  price. 

b.  A carte  du  jour  menu  is  a list  of  daily  specials. 

c.  An  a la  carte  menu  is  a permanent  menu. 


APPENDIX 


147 


d.  The  four  basic  types  of  menus  are 


• breakfast  menus  • dinner  menus 

• lunch  menus  • speciality  menus 

e.  The  two  factors  that  determine  the  structure  of  a restaurant’s  menu  are 

• its  guests 

• the  nature  of  the  operation 

2.  Well-designed  and  planned  menus  help  food-service  workers  meet  the  basic  nutritional  needs  of  guests. 
Menus  help  to  create  atmosphere  and  are  major  selling  tools. 

3.  Food-service  workers  who  have  discussed  and  prepared  in  anticipation  of  serving  the  special  dietary  and 
physical  needs  of  guests  are  more  likely  to  exceed  the  needs,  wants,  and  expectations  of  these  guests. 

4.  Evaluation  tools  such  as  checklists  help  food-service  workers  train  new  employees,  check  the  readiness  of 
dining  rooms,  assess  their  own  work,  and  evaluate  food-service  operations.  They  also  help  workers 
become  aware  of  the  standards  and  criteria  that  will  be  used  to  judge  their  own  job  performance. 

5.  Did  you  learn  anything  from  your  role-playing  experiences?  Did  you  find  it  difficult  to  get  into  the  parts? 
Were  you  too  self-conscious? 

Role  playing  can  be  fun;  but  remember,  it  also  provides  valuable  experience  and  insight  into  the  people  and 
situations  involved.  The  more  you  do  it,  the  more  you’ll  learn.  Of  course  absolutely  nothing  beats  real-life 
experience  to  discover  what  actually  goes  on  in  a restaurant,  but  in  the  absence  of  that,  role  playing  can 
help. 


Enrichment 

1.  a.  Were  you  able  to  arrange  a visit?  Did  you  call  ahead  or  drop  in  in  advance  to  set  up  an  appointment? 
Some  students  find  approaching  businesses  with  requests  like  this  somewhat  difficult;  but  when  they 
finally  work  up  the  courage,  they’re  usually  surprised  at  how  willing  most  business  people  are  to  work 
with  students.  The  fact  is  that  if  you’re  polite  and  respectful,  most  people  will  be  flattered  by  the 
interest  you  show  in  what  they  do;  and  they’ll  generally  be  happy  to  take  the  time  to  work  with  you. 


b.  Were  you  at  all  surprised  by  the  rating  you  gave  the  restaurant?  What  else  could  you  do  to  get  a fuller 
assessment  of  the  establishment? 

2.  This  experience  should  have  opened  your  eyes  to  what  it’s  like  to  be  a guest  with  special  needs  in  a 
restaurant.  It  should  also  have  helped  you  understand  what’s  expected  of  a server  in  such  a situation. 
These  days  the  entire  tourism  industry  is  hard  at  work  trying  to  improve  service  for  people  who  have 
special  requirements,  but  far  too  often  such  people  still  get  inadequate  treatment  either  because  facilities 
haven’t  been  set  up  with  them  in  mind  or  employees  haven’t  been  properly  trained  in  offering  the  level  of 
service  required. 

3.  Your  fuller  evaluation  package  should  consist  of  the  various  checklists  you’ve  made  up  and  any  other 
criteria  you  think  would  be  useful.  Try  to  familiarize  yourself  with  your  package  and,  whenever  you  find 
yourself  in  a restaurant,  do  a quick  mental  assessment.  You’ll  be  surprised  at  how  quickly  you’ll  become 
sensitive  to  what  goes  on  in  restaurants;  you’ll  soon  start  noticing  things  you  never  would  have  been  aware 
of  before. 


4. 


There  is  no  suggested  answer  for  this  question.  Were  you  surprised  at  the  amount  of  information  you 
found? 
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